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[bookmark: _voa5a5xqnkep]Executive summary
Sol y Luna is a very renowned hotel that operates their business operations in Peru. The following business is facing high managerial problems and those problems have been highlighted in this report (Brierley et al., 2006). Management issues are a big problem and equally important to solve for maintaining a good brand image. This hotel has a very good brand image and a high number of positive reviews from customers. Therefore, somehow, few customers are still having problems in getting their desired service or products. This problem impacts the performance level of this organisation (Johnson et al., 2005). Low performance is leading the business towards reduced customer satisfaction and poor consumer retention due to bad reviews. Sol y Luna’s potential for high income is getting at risk due to this problem. Therefore, poor bookings management and lack of availability of their menu items create challenges for the business and as a result of that, this business's scope for expansion also reduces. The following report has addressed these issues with the use of various theoretical frameworks and models. Using the PESTLE framework, understanding the severity of the issues became easier (Fisman et al., 2014). Several aspects have been captured through a comprehensive analysis of the PESTEl model.  Sol y Luna has faced problems due to the changing corporate taxation rates. Therefore political instability is found to have an impact globally, creating obstacles for this business group too. Operational efficiency and the economic stability of this business have been changed due to these political conditions as expressed in the PESTLE analysis (Whittington et al., 2005). After that, Fluctuations in the inflation rate do not allow the business group to earn high profits from their customers. Consequently, Sol y Luna is required to change their pricing strategies to attract most of their potential customers. This is the reason for the unavailability of some of the food items in this hotel. Change in the GDP rates impacts directly on the profitability and revenue of this business brand to a great extent (Regner et al., 2020). Financial planning and budgeting are highly dependable on the economic factor as expressed in the analysis section. The company's strengths include its well-established goodwill, reputation in the business, devoted clientele, and skilled employees. However, the hotel's administration has struggled with innovation and flexibility, which has slowed the development of its services. Significant chances for international growth exist, particularly in developing nations where there is a rising need for first-rate hospitality services. The hotel's image and financial performance are, however, at risk due to decreased client satisfaction and retention brought on by ongoing management concerns (ELLIS, 2023). Negative reviews could hurt the hotel's income and market position. Therefore, to take advantage of the potential possibilities and reduce the impending threats, it is imperative to address these vulnerabilities. Sol y Luna has hired Proaction International, a prominent advisory company with a focus on change management and corporate strategy, in response to these difficulties. Kurt Lewin's Change Management Theory calls for a procedure consisting of three stages: unfreeze the current condition, make the necessary adjustments, and refreeze the new state. Proaction International can put this theory into practice. This strategy is essential for overcoming change-related resistance and ensuring a seamless transition. A TOWS analysis has also been carried out, aligning the hotel's advantages with possibilities, correcting its disadvantages in light of dangers, and developing a customised remedy to revive Sol y Luna. This all-encompassing strategy can guarantee the hotel's long-term profitability and expansion in the cutthroat hospitality sector (Dergletckaia, 2023).Sol y Luna has a difficult time controlling the availability of food items and reservations, which hurts customer satisfaction, credibility, income, and creativity. With the help of Proaction Worldwide, a structured method for managing change has been put in place to address these issues and protect the hotel's future in the cutthroat hospitality industry. This process can be influenced by PESTLE and SWOT analyses. Sol y Luna will become stronger and better able to deliver exceptional travel experiences to its visitors while also fulfilling its growth and creative goals by adjusting to shifting market circumstances (Belias et al., 2023).The Unfreeze, Change, and Refreeze stages of Lewin's Change Management Model provide a methodical method for tackling the management challenges that Sol y Luna is currently experiencing. In this preliminary stage, Sol y Luna should identify and accept the current issues related to food item distribution and reservations management. It involves educating management and employees about the necessity of change. This can entail getting input from staff members and visitors to show how serious the problems are and thereby defrost the way things are now.Sol y Luna can go forward with putting adjustments into place methodically after they have a thorough knowledge of the problems (Santos et al., 2023). The implementation of new menu planning techniques, reservation policies, inventory management systems, and training programs are all part of this phase. The hotel must promote a culture of flexibility and open communication that allows staff members to contribute to decision-making and offer original solutions in order to drive innovation. The last step entails integrating the modifications into an organisation's culture and making sure they become the new standard. In order to evaluate the modifications' success, Sol y Luna will have to develop measurements and keep an eye on how they affect revenue, reputation, and customer satisfaction. Finally, to maintain these improvements over time, constant reinforcement by instruction and interaction is necessary (Ziataki, 2023).
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[bookmark: _Toc148460530]Introduction
Aim of the report 
Understanding and identifying the core issues of the hotels enables the management to find useful solutions that can help improve their service quality. The following consultancy report aims to address the major issues that are being faced by Sol y Luna along with its consequences on the reputation, image and others. In this context, a PESTLE analysis will be conducted to understand the contribution of the external factors to the problems. Besides, this report will contain a SWOT and TOWS analysis to highlight the future opportunities of the hotel. Concerning that, some useful recommendations will be provided in this report to enhance the service using relevant models along with an action plan as well. 
Overview of the hotel 
Sol y Luna is one of the reputed luxury hotels which is located in Peru, South America. Concerning that, this hotel was established in the year of 1996 and founded by Petit Miribel. Besides, this hotel is a boutique hotel which is surrounded by snow-capped mountains and involves a pleasant environment including gardens. With respect to that, there are 43 bungalows which are offered by the hotel to the customers for comfortable accommodation (Hotelsolyluna, 2023). Besides, this hotel provides various services and entertainment such as horse riding, mountain biking and more. In addition to that, the annual revenue of Sol y Luna is approximately 5 million British pounds. 
The problem of the hotel 
Hotel Sol y Luna is facing major challenges in managing their different types of operations regarding the management. With respect to that, there are various complaints and unsatisfying statements from the customers that the hotel receives regarding their service and managing operations. In this context, customers claim that the hotel fails to manage the booking and inventory. The bookings made by the customers are automatically cancelled by the hotel which is due to the managing issue of the hotel. Apart from that, there are huge deficiencies in diverse food availability due to which the satisfaction level of the customers gets reduced as well (Lightfoottravel, 2023).
The intensity of the problems for the hotel 
The problems encountered by Sol y Luna are heavily impacting its reputation, brand image and sales productivity. With respect to that, customers make bookings in this hotel to gather a luxurious experience with comfortable accommodations. In this context, the automatic cancellation of the bookings creates a negative brand image in the customers’ minds. Apart from that, the disappointed customers may not make bookings for the second time if they face this kind of problem. In addition to that, the lack of different types of food based on the choice of the customers is another significant problem through which the overall productivity and customer base of the hotel can be minimised as well (Kipping & Clark, 2012). 
Background of the consultancy firm 
Proaction International is a reputed consultancy firm which is appointed to conduct thorough research on the major issues that are being experienced by Sol y Luna. Besides, this consultancy firm was founded in the year of 2004 in Peru and the president and the CEO of this consultancy firm is Denis Lefebvre. Concerning that, this firm states that it enjoys solving complex problems with the help of its entire team. In addition to that, the mission of this consultancy firm is to create economic and social wealth that can contribute to the formation of a better world (Proactioninternational, 2023). 
Discussion of the theories and frameworks 
[bookmark: _7y1dx0gxz4je]The entire report will consist of various relevant theories and models including Lewin’s change management model and contingency theory along with PESTLE, SWOT and a TOWS analysis as well. Concerning that, the contingency theory is one of the significant management theories that will help the hotel to make effective decisions based on situational factors. With respect to that, with the help of the change management model Sol y Luna will be able to make effective changes within the management in order to mitigate the problems they are facing (Harrison et al., 2021). 

[bookmark: _3yyjvltue2ss][bookmark: _Toc148460531]Analysis  
[bookmark: _Toc148460532]Describe the issue identified by the hotel 
Management issues related to the availability of food items
Sol y Luna is a renowned hotel in Peru currently having some issues related to the management of customers. A well-known hotel in Peru called Sol y Luna has discovered a critical management issue involving the administration of reservations and the availability of menu items. The daily operations of the hotel and visitor happiness are severely hampered by this problem (Hamlett, 2023). With inconsistencies in the ingredient sourcing and stocking, there have been ongoing concerns about the supply of food items. Due to periodic shortages of necessary products brought on by weak inventory control, menu items are occasionally unavailable. Customers have complained about the inconsistent dining experience, which has hurt the hotel's image. This discontent is reflected in the bad internet reviews and the lower visitor return rates. These changes have also increased food waste, which reduces the hotel's ability to operate cost-effectively. The increased pressure and stress on the kitchen workers make it challenging to organise meals and maintain food quality. The operations of the kitchen and visitor expectations are disrupted by frequent menu modifications to accommodate unavailable items (McCurdy, 2023). 
Booking management problems
Sol y Luna has experienced problems with incorrect reservation information, multiple bookings, and overbooking when it comes to booking management. The bewilderment and unhappiness these mistakes have created among visitors (kgun9, 2023). Overbooking has reduced the hotel's earnings and lowered the mood of the staff members in charge of handling reservations (Howlett, 2022). The management has struggled to maximise occupancy and deal with recurrent reservation challenges. In order to address these issues, the hotel urgently requires an all-encompassing management solution. Therefore, to uphold the hotel's reputation, increase client pleasure, and guarantee effective operations, it is crucial to improve the availability of food items and booking management (Nylander, 2022).
[bookmark: _Toc148460533]Impact of issues 
The major problem that has been identified within Sol y Luna can impact the company in various ways. According to the available data of the organisation few major impacts have been identified and assessed. 
Increased bounce rate
Bounce rate is the computation of the number of audiences that have visited and left the website within a short period of time (O’Connor, 2021). This highlights the low audience engagement within the website. The website of Sol y Luna has been analysed and has highlighted that 45.5% of the bounce rate has been experienced by the organisation. Total visits to the website have been computed to 22.9K in the last three months. The organisation had a category rank of 8571 that faced a downturn in the month of September to 9302 (Similarweb, 2023). Thereby the organisation has lost a quality number of potential customers and faced challenges within the competitive market. 
Fall in reputation 
The analysis of the competitive market The potential competitor of Sol y Luna includes Old Yarmouth Inn which has recently leapt up to a category ranking of 9301 (Similarweb, 2023). The reputation of the hotel is majorly affected due to improper management facilities. The customers avail the luxurious hostels to avail all the facilities excellently and spend a quality time there. Issues of management within delivering food items and booking procedures negatively impact customer satisfaction (Hollenbeck et al., 2019). Thereby the market value of the hotel falls and the competitive market becomes hard to handle through the downturn in reputation.   
Negative feedback 
Social media is an influencing factor that directly impacts the customer buying behaviour. The review given by the costumes on the varied websites related to the hotel becomes a storing influential factor on business reputation. Therefore the negative feedback that has been provided by the customer has affected the business negatively (Azer and Alexander, 2020). The review highlighted within an eminent website like Tripadvisor highlights the customer's bad experience regarding food serving issues and spa facilities (Tripadvisor, 2021). This has affected the brand image of Sol y Luna and low customer retention has been experienced. 
Restriction in Scope 
Mismanagement within the hospitality organisation results in a high cost of production and low customer retention (Aharon et al., 2021). Thereby a fall in revenue is experienced, in the present year, the organisation has earned £4.27 M through their business operation. Low revenue generation restricts the scope of business expansion within the global market and implements innovation strategy for better functioning. 
[bookmark: _jwdfrimsr7yw][bookmark: _Toc148460534]PESTLE analysis 
The external environment of the business is a critical factor that highly impacts business performance. Thereby PESTLE analysis will help to identify the issue that originated within Sol y Luna through analysis of the external environment. 
A chronic political instability has been faced in Peru since 2017 that has negatively implicated the tourism and hospitality industry (Gałaś et al., 2022). Corrupted scandals and polarisation have created instability within the market that has lacked new investors within the Sol y Luna. A change in taxation policy within the country has also negatively impacted the revenue generation for the company. The corporate taxation rate is expected to reach 29.50% at the end of 2023 which will cripple the profit margin rate of Sol y Luna (Trading Economics, 2023). 
Economic factor
Constant fluctuation within the GDP rate of the country has restricted the flow of per capita income. Thereby less expenditure within the hospitality industry has been experienced. This has negatively impacted the revenue margin of Sol y Luna. The 13.3% GDP rate has controlled the investment pattern of the organisation and thereby focus on innovation has faced barriers (Datacommons, 2023). The 8.33% inflation rate of the country has leaped up the price of the raw materials which has also negatively impacted Sol y Luna (Statista, 2023). 
Social factors
The diverse nature of the society creates a varied nature of the society that ensures the flow of innovation within the organisation. The new trend of society has created high expectations within society. GenZ and Millennials have varied tastes and specifications that influence the management of the hospitality service (Mary, 2022). Different specification needs high innovation that failed within Sol y Luna and mismanagement within the food serving has emerged. 
Technological factors
Technological development has enabled customers to avail of the online feature more rapidly within the hospitality sector. Thereby the customer prefers to process all the official transactions through online mode. Proper management has failed to provide quality service  
Legal factors
The Employment Act of Peru has altered their minimum wage rate to 1025.00 PEN per month (Tradingeconomics, 2023). This has enhanced the expense of Sol y Luna and the availability of cheap labour has faced a downturn. The unavailability of an affluent number of human resources has affected the management process of the hotel. 
Environmental factors
The environmental regulation of Peru has provided strict guidelines for hospitality management (Abogados, 2023). Thereby const control has been efficiently managed within Sol y Luna through a sustainable approach. 
[bookmark: _8ikdzi7149dp][bookmark: _Toc148460535]SWOT analysis 
The internal environment of the business is a prime factor that influences organisational performance. SWOT analysis will help to identify the opportunity and threat of Sol y Luna following the systematic framework. 

	Strengths 
High brand value
The high brand value of Sol y Luna has been achieved within the competitive market through their hospitality service (González-Mansilla et al., 2019). 
Premium location
The beautiful location and astonishing properties of Sol y Luna have elevated the customer preference for the organisation. Good transport faculty and availability of flowing customers have been achieved due to the prime location of the hotel (Mandić and Petrić, 2021).  
Strong customer base
High brand value has enabled the organisation to build trust within the market. Thereby a strong customer base has been developed that benefits revenue generation for the company. 

	Weaknesses
Lack of leadership 
Lack of proper leadership has affected the monitoring of the management service within Seoul and Luna. Thereby issues with online booking and food serving have been faced within the organisation. 
Lack of skilled employees
The availability of enough employees created a shortage within the workforce. This has resulted in mismanagement and poor guest service within the hotel. 
Lack of proper assessment
The variance needed within the organisation that satisfies the diverse guest food tastebuds is lagged and new innovation within serving has been identified. 


	Opportunities
Global market expansion
The high brand value will create an opportunity for the business to expand its market and achieve a competitive advantage. 
New innovation 
The constant flow of revenue through a high customer base will ensure the proper implementation of innovation strategy within the organisation to achieve success in the market. 

	Threats
High competition
The highly competitive market will give jargon to Sol y Luna to perform their business activity. Lack of proper management and human resource availability will fail to achieve a competitive advantage and thereby fall in brand reputation will be experienced. 
Negative feedback
Lack of focus on customer service will lead to the accumulation of more negative reviews on social media sites which will lead to low customer retention. 
Rise in cost of production
The unavailability of skilled human resources will increase the cost of production and fail to give a smart approach within the competitive market. 




[bookmark: _s8233b42shcg][bookmark: _Toc148460536]TOWS analysis
TOWS matrix is a framework that is implemented within the business to interrelate the external and internal environment to make strategic decisions for business growth (Woodruff, 2019). The strengths and weakness of the business are re-analysed to identify the opportunity and threat aligning within the external environment. 
Strength opportunity
The premium location and astonishing properties of the Sol y Luna are an asset for the organisation that will give a long-term benefit. Prime locations are always a high choice of the guests as they want to avail the most suitable place with good communication as well as picturesque views. Therefore GenZ and Millennials of the society will align with the trend of tourism. They will avail the hotel property and make them flow with the real-time market trend. The high brand value will create a scope to expand the business and maintain a standard within the market through their effective pricing strategy that will soothe the identified customer segmentation. 
Strength threat
The customer has a flippant behaviour and thereby achieving high customer makes the organisation overconfident. Lack of proper monitoring and market analysis leads to a fall in customer retention. High brand value can be sustained only through constant innovation within the customer service. Therefore the constant effort needs high budget allocation and hiring creative and skilled human resources that will deliver innovative approaches with customer management of Sol y Luna. 
Weakness opportunity
The lack of skilled human resources can be considered to be the minimal weakness of Sol y Luna. Proper assessment of the existing workforce and necessary training for the development of skills can help to overcome the barrier (Djajasinga et al., 2021). Recruiting skills in human resources will be possible due to the diverse nature of the society. 
Weakness threat
Lack of leadership is the major threat that will hamper the operational management of Sol y Luna. Change within the organisational structure and appointment of new leaders is a long process that needs to be ensured within the organisation. Identification of required skills like technological integration and market analysis has been lagging that will redundantly impact the business performance of Sol y Luna.



[bookmark: _Toc148460537]Recommendations
The Proaction International Consultancy Firm provides some recommendations to mitigate their management issues properly. These are discussed in the below context. 
Increase Cuisines
Sol Y Luna Hotel's dedication to offering their guests a distinctive gastronomic experience is one essential component and they ensure regular food items' availability (Whittington and Molloy, 2005). The hotel should emphasize establishing strong links with regional farmers, suppliers and producers to ensure getting fresh products. These alliances guarantee quality while also giving access p unique and rare ingredients that might improve the culinary options (Newton,  2010). Moreover, putting in place a rigorous inventory management process that monitors expiry dates, demand patterns and consumption rates would prevent waste from maintaining the freshness of ingredients. Adopting seasonal menu planning that is in line with the region's abundant biodiversity improves food item availability and adds an interesting and constantly changing element to the dining expertise (Baron and Armstrong, 2007). 
Streamlining booking management
Effective booking management is necessary for maximising occupancy and providing a positive guest experience (Alonso et al., 2020). It is advised to use a multifaceted strategy to solve the issues it encounters in this field. It is critical to invest in a smart booking system that works in unison with the hotel’s webpage, social media channels and third-party booking websites (Bonfanti et al., 2021). This cutting-edge technology needs to provide automatic confirmation emails real-time availability updates and user-friendly cancellations. Such upgrades will not only simplify the reservation process but also persuade more visitors to make direct reservations on the hotel websites. Moreover, using dynamic pricing techniques supported by starting historical data analysis may assist in maximising revenue and utilisation by modifying room processes in response to seasons and demand. Besides this, for booking and front desk employees, staff development and training are important for assuring effective booking processes and delivering top-notch customer services (Breier et al., 2021). A well-trained staff can enhance the entire guest experience, anticipate demands and quickly resolve difficulties with reservations, all of which help Sol Y Luna Hotel succeed in providing first-rate hospitality services.
Diversifying dining operations
The Sol Y Luna Hotel can further improve its already outstanding dining experiences while assuring increased customer satisfaction and appealing to a wider range of experiences and palates. A viable strategy is the introduction of specific cuisine for dinners where visitors can gain exceptional and unforgettable experiences during the themed evenings or food activities in the hotel’s restaurants (Filimonau and Naumova, 2020). A Peruvian-themed night might not only enhance taste sensation but also engage guests in the vibrant local culture through native cuisine, activities and music. It is also important to increase the hotel’s service menu to accommodate visitors who prefer the comfort of the meals in their hotel room (Francesco and Roberta, 2019). A wider range of choices, such as a menu designed for children and accommodations for dietary requirements such as vegan, gluten-free alternatives and vegetarian, offer a thorough and inclusive dining experience that responds to the many tastes of the valued guests of Sol Y Luna Hotel.
Enhancing the guest feedback process
The quest towards continuous development at the Sol Y Luna Hotel depends heavily on efficient feedback methods. Several tactics may be used to improve this process (Guillet, 2021). The use of easy-to-use digital feedback forms makes it easier for visitors to give their comments on a variety of areas of their remain, including dining encounters and the reservation process. These forms are accessible through the website of the hotel or the mobile app (Gursoy et al., 2022). A culture of open debate and development may be promoted by implementing feedback promotions, such as discounts on future stays, and free service which encourage more visitors to offer insightful feedback.  The creation of a specialised staff for ongoing analysis is also essential (Martinez-Martinez et al., 2019).  This team may carefully examine customer feedback data to spot occurring problems, helpful solutions, and areas that want improvements. Following these procedures, Sol Y Luna Hotel can able to develop and offer not-notch services to its cherished customers. 
Initiatives for Environmental Sustainability
The Sustainability method may increase the attraction of Sol Y Luna Hotel to eco-conscious tourists while increasing its reputation. This is not only a matter of environmental responsibility. The hotel should support numerous important environmental sustainability activities to achieve this. The environmental effect of food waste may be greatly reduced by adopting strategies like burning organic waste and giving extra food to nearby organisations.  The Sol Y Luna Hotel may promote sensible eating among its visitors by aggressively promoting this commitment to tourists (Kelchner, 2022). Adapting eco-friendly facilities encourages the usage of reusable tongs and supports regional companies that make sustainable goods by removing single-use plastic items and replacing them with alternative articles. The hotel’s activities may also be powered by sustainability and inexpensively by investing in renewable energy remedies, such as rooftop solar panels, to lower environmental impact and use sunlight (Paysse, 2022). These activities demonstrate the dedication of the environment, setting a good example and luring environmentally conscious tourists who are increasingly looking for eco-friendly lodging.  
Cost for implying the recommendations
	Recommendations
	Approximate costs

	Increase Cuisines
	50,000 British pounds annually

	Streamlining booking management
	30000 British pounds 

	Diversifying dining operations
	20000 British pounds 

	Enhancing the guest feedback process
	10000 British pounds annually for tie up with different platforms

	Initiatives for Environmental Sustainability
	20000British pounds annually


 
Potential benefits of implementing the recommended strategies
Increasing visitor satisfaction
Putting the suggested ideas provided by the Proaction International consultancy firm to the Sol Y Luna Hotel has the potential to greatly increase client satisfaction (Erdem et al., 2021). The development of solid supplier partnerships and the regular availability of food items guarantee that visitors have a variety of exciting and authentic cuisines. Efficient booking administration and staff training provide a seamless and pleasant environment for visitors from the booking through check-out. Expanding the dining alternatives increases the entire visitor experience by catering to a wider range of interests and preferences. 
Improve competitiveness and Brand perception 
The brand identity and competitiveness of Sol Y Luna Hotel might potentially be enhanced by these tactics. The hotel displays its dedication to ongoing development, drawing in additional guests and fostering customer loyalty (Parker et al., 2022). Adopting sustainable practices positions the hotel as an ecologically responsible and sustainable alternative, aligns with global sustainability trends, and boosts its competitiveness in the market. An improved brand image and increased visitor satisfaction together might create a powerful market presence.  

Recruiting technical expertise
It is highly recommended that Sol y Luna should hire talented and experienced technical staff that can manage all types of technical activities regarding booking, inventory management and more. Besides, the bookings that are made by the customers are cancelled automatically which is due to probably technical issues. In this context, the hotel management should be concerned about the technical department to mitigate the issue. With respect to that, the technical expertise can manage all types of bookings and ensure the confirmation of the bookings as well. This will help the hotel to avoid customer reduction due to any type of technical issues (Gilch and Sieweke, 2021). 
Increasing hotel occupancy
Sometimes the bookings of the customers are being cancelled due to room deficiencies in Sol y Luna. With respect to that, it is intensely suggested that the hotel can enhance the room occupancy and manage the inventory in an effective way. This will help them keep all the bookings and provide accommodations without increasing the rate of cancellation. Concerning that, the price of the rooms needs to be set considering the ability and capability of the potential customers. In addition, by increasing the occupancy, the hotel can become able to attract more customers in the hotel which can help them to uplift the sales productivity as well as strengthen the customer base (Whittington et al., 2020).  
Conducting detailed market research 
Sol y Luna should conduct thorough market research in order to identify and comprehend the consumer choice about food. In order to get a deep insight into the market trends and preferences the hotel can hire expert market analytics who can conduct effective market research for the hotel. Through conducting market research, Sol y Luna can become able to put emphasis on preparing advanced and modern food items that can be admired by potential customers. Apart from that, this will help them acquire new customers by word-of-mouth marketing to existing customers as well (Aldayel et al., 2021). 
Contingency theory
The Sol y Luna hotel can adopt and follow the contingency theory in order to streamline their operational management and enhance the service quality as well. Besides, this theory is one of the effective management theories that was proposed by Fiedler in the year of 1967. According to this theory, there is no appropriate way or approach to run the business and make effective decisions. Consequently, the Sol y Luna Hotel should consider the situational factors that are affecting its operations. Based on the specific situations and their intensity, the management of the hotel should make informed decisions considering various external and internal factors as well. Moreover, the leadership style also needs to be considered while implementing the theory within the operation of the hotel (Burnes, 2014). 
[bookmark: _nk94wq35kt54]

[bookmark: _Toc148460538]Lewin’s Change Management Theory 
The Sol y Luna should adopt the potential changes to overcome the management issues that are impacting the day-to-day operation and the productivity of the hotel. In his context, the Change Management Model proposed by Kurt Lewin is very helpful to help the hotel adapt to the changes. This change management framework consists of three major layers including unfreeze, change and refreeze (Mindtools, 2023). 
Unfreeze 
The first stage of the Change Management model of Kurt Lewin is unfreezing the existing systems of operating the business. In this context, the hotel needs to evaluate the existing operational system that creates various types of issues. Concerning that, the perception of the management of Sol y Luna needs to be changed on the problematic systems such as booking management and food option issues. Apart from that, the leaders of the hotel should consider the effective ways that have been recommended in the above part of this report. In order to adopt the strategies to mitigate the issues, first the hotel should make the system free (Kotter, 2012). 
Change
The framework of the Change Management involves various factors and elements to implement the changes within the operation. Concerning that, after the unfreezing process of the existing system, the Sol y Luna hotel should focus on the implementation of the strategies that have been recommended to overcome the issues faced by the hotel. In this context, the effective approaches need to be discussed with the employees of the hotel and their feedback needs to be taken as well. Besides, the hotel should empower the employees to adopt the changes and make it sustainable (Galli, 2019). 
Refreeze 
[bookmark: _4pb5eq9unjw1]The implementation of the changes regarding booking issues and cuisine deficiency requires proper acceptance and stabilisation to be effective. Consequently, after the implementation of the strategies to address and meet the issues faced by Sol y Luna, the new systems should be refreezed by the hotel following the Change Management Model. With respect to that, the feedback of the employees regarding the changes has to be taken on a regular basis in order to understand its effectiveness in increasing productivity and customer satisfaction. Moreover, the hotel should emphasise on providing digital training and support to the employees to ensure the efficacy of the operation as well (Cone and Unni, 2020). 


[bookmark: _Toc148460539]Action Plan 
	Number
	problem
	Solution
	Desired outcome
	Time scale
	Completion date
	Planned Budget

	1.
	Booking management
	The perfect solution for this matter can be employee training and implementation of an innovative management system. The kitchen team will be given the tools they need to properly plan meals and adjust to menu changes, which will minimize disruptions. Workshops on reducing food waste create economic habits. The adoption of a dependable booking system, the implementation of double-booking avoidance, and the development of standard operating processes will improve guest satisfaction in booking management. By combining these efforts, the Sol y Luna Hotel hopes to improve food item accessibility and consistency while also improving the entire visitor experience 
	The improved satisfaction rate of customers and a high number of positive customer reviews
	2-3 months
	Inventory management- 30 Dec, 2023
Staff training- January 30, 2023
Booking management - November , 2023
	Booking management - 3000 British pound
Staff training- 10,000 British pound

	2.
	Availability of food items
	A highly effective solution to the management issue with food item availability at the Sol y Luna Hotel is to implement an inventory management system. Weekly audits regularly are a significant part of this approach. Therefore, by carrying out these inspections, the hotel can keep a close eye on component supply, examine consumption trends, and quickly spot inconsistencies. This proactive strategy guarantees exact inventory levels, reduces the possibility of shortages, and enables quick adjustments to purchasing or menu planning. The hotel will be able to maintain consistency in the supply of food items, improve customer happiness, and run more efficiently. They should revise their menu depending on the availability of the materials. Therefore, creating alternative food items will be an effective solution for this matter (Belias et al., 2023). 
	Enhanced availability of the food items, guest satisfaction, reduced food wastage along cost efficiency.
	2-2 months
	Menu planning- December 30, 2023
	Menu planning- 5000 British pound
Inventory management 3000 British pound




[bookmark: _Toc148460540]Conclusion
Proaction International’s consultancy report has provided a perceptive study of the management issues regarding the administration of reservations and food items at the Sol Y Luna Hotel in Peru. It has examined the problems methodically offers a thorough study of their effects, conducts numerous strategic assessments and develops suggestions and change management techniques that may revolutionise the hotel’s operations. The context has started by expertly pinpointing the main issues that the Sol Y Luna hotel is facing.  The difficulties in ensuring reliable food items supply and effective booking management are at the heart of these problems.  These issues are made more difficult by the hotel’s position in Peru’s Sacred Valley and the region’s erratic seasonal demand. A major worry is the lack of qualified candidates for various job positions, which leads to understaffing and higher workloads. These problems affect the hotel's ability to provide smooth and excellent guest experiences as well as its operational effectiveness. The section has undertaken several strategic discussions to have a thorough grasp of the issues. The PESTLE analysis has evaluated the external elements that affect labour and operational concerns. The hotel’s internal advantages, disadvantages, possibilities and threats have been examined in the SWOT analysis, emphasising areas that need to be improved. These components have been summarised by the TOWS analysis, which also suggests a future course of action. The discussion has developed a detailed set of suggestions along with the solution of those elements.  These suggestions have covered a range of hotel operations, from the requirement for solid supplier connections to the implementation of an effective inventory management system, and the adoption of seasonal menu planning to guarantee food supply. The context has offered some recommendations for improving booking management, including using dynamics pricing techniques investing in a cutting-edge booking system and emphasising employee development. The discussion has outlined the significance of change management methods for the successful implementation of the suggestions. It promotes the incorporation of employee recommendation systems, stepped-up recruiting efforts, partnership with local facilities and expenditure on staff development and retention to provide better service. Strategic planning and development of flexible work hours to provide customers with better service are also encouraged.  The analysis has also offered a methodology for the development of how successful these recommendations have been. Sol Y Luna Hotel can evaluate the effects of this adjustment by employing key performance indicators including guest satisfaction rates and operational effectiveness measures. The numerous advantages that might result from putting these suggested tactics into practice. Efficiency in operation and flexibility to changing worker dynamics among the anticipated results have improved visitor satisfaction.  This advantage has improved the hotel’s brand reputation and competitiveness in the fast-paced hospitality sector, besides enhancing visitor experience. The possible expenses linked to these ideas must be understood though. The context has provided an action plan that acts as a guide for Sol Y Luna Hotel to successfully implement the suggested tactics. The activities and responsibilities required to accomplish the intended result have been outlined in this action plan, which offers a systematic method. The team of the consultancy group are hoping to do more of this kind of collaborative work and simultaneously provide benefits to the organisation for achieving success and mitigating issues. Thank you once again for giving us the opportunity to assist. 
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