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[bookmark: _Toc191289890]Executive Summary
This report has been focused on exploring two relevant issues being faced by the client company, as the responsibility is on the selected consultancy company to advise them on resolving the issues. In this report, LOTTE Hotels has been selected, which is an international hotel organisation. Their rapid expansion has established their presence in over 5 countries (Lotte Hotel and Resorts, 2025). However, the company still faces staffing shortages and revenue challenges in the context of the hospitality sector. Michels & Taylor, the UK-based consultancy company, was selected to advise them as professional consultants. Michels & Taylor offers consultancy and advisory services related to hotel management and asset management to hotel organisations. Relevant frameworks and models were utilised throughout the report to analyse and recommend suitable solutions for LOTTE Hotels. This has led to describing and analysing the issues faced by LOTTE hotels in depth, which they need help with i.e. staffing shortage and revenue challenges. At first, the issues have been analysed using recent data and statistics to recognise the possible root causes and find out the issues affecting the LOTTE business environment as well. Based on this analysis, it was discovered that multiple issues or factors have contributed to the previously identified issues, including Brexit, Covid-19, lack of skilled worker availability, inflation, and increased operational costs. So, this has helped to develop a fundamental understanding of the problems and their root factors, which LOTTE will need to address. 
Thereafter, the report has applied six pertinent frameworks. This includes STEEPLED, SOAR, TOWS, McKinsey 7's Model, Porter Five Forces, and DESTEP analyses. Performing the STEEPLED analysis has revealed the factors in the external environment, which potentially affect the business performance of LOTTE Hotels. So, this includes the pressure of inflation affecting consumer spending, digital transformation, increase in energy prices, Brexit and stricter immigration worker policies, and availability of cheaper alternatives. Meanwhile, the SOAR analysis revealed the internal factors and positive aspects, which affect or help their business. Similarly, the TOWS analysis also considered the same factors to determine that improving the pay scale and working conditions of workers can improve employee retention. However, they also have threats from the cheaper alternative accommodation options in the market, which requires them to improve their customer loyalty program. McKinsey and 7 Porter's analysis revealed the strategies, market environment, and other factors that influence LOTTE business. 
Based on this, the organisation recommended a set of solutions concerning the identified issues, such as the employee reskilling program. For the staff shortage, the researcher has developed several potential solutions, including strengthening core recruitment practices, improving employee wellbeing, and working conditions, and designing the training and development programs at LOTTE. It can leverage the skiagraphs of employees by wiping out the issue of skill shortage from the global hospitality industry. Apart from this, for the revenue decline issue, the researcher has produced several facets of IT infrastructural development and integration, followed by the introduction of dynamic and tiered pricing for catering to the different income groups of the country, thereby leveraging the overall profitability standards. Two change management practices have been applied, including the ADKAR model and Kotter's 8-step change management, to analyse staff shortage and revenue decline issues, respectively. By using these two models further, the need of the firm to retrieve regular feedback from the employees and the consumers has been ensured which can help the firm understand the changing staff and consumer demands, thereby fostering their retention in the future. Apart from this, the study also has used two service quality management theories to assess these current issues of LOTTE including Six Sigma and TQM. While the Six Sigma Model has provided LOTTE with the pathway to ensure workforce stability to lower operational disruptions at times, the TQM model has helped the firm improve service quality by promoting effective waste management and optimising overall profitability standards overall. While TQM has ensured the streamlined operational flow of LOTTE, it also has showcased the relevance of employee commitment and centricity. Also, by using the Six Sigma model, the key operational issues of LOTTE have been registered with the strategic implication of personalised training and developmental benefits to the employees at large to optimise quality service delivery in the end. This would enable them to create more skilled workers within their workforce while also reducing employee turnover. Also, with the use of action planning and potential training measures, LOTTE can improve its positional standards across its global competitors in the marketplace at large. 
Conclusively, this study has showcased the relevance of adapting technological proficiency, implementing productive cybersecurity measures, and promoting inclusivity in the recruitment process to attract and retain more prospective candidates to the industry, thereby lowering staff skill shortages overall. 

[bookmark: _Toc191289891]Introduction
The purpose of this report is to examine an issue that a hotel needs assistance with and recommend viable solutions by assuming the role of a professional organisational consultant. The hotel in question is Lotte Hotels, which is based in South Korea. Lotte Hotels is an international hotel, and it is known for leasing, managing, and giving franchises for hotels across multiple countries across the world (LOTTE HOTELS & RESORTS, 2025). 
According to the organisation, they have a strong global presence in seven countries at minimum. This includes South Korea, Japan, Russia, the United States, Vietnam, Myanmar, and Uzbekistan. Their aim or mission is to be able to impact their guests by offering quality services, maintaining consistency within quality standards and ensuring customer satisfaction across their operations. Lotte Hotels as a group has been independently operating since 1936. However, the first hotel under Lotte Hotels in Seoul was in 1979 (LOTTE HOTELS & RESORTS Company Profile, 2025). Lotte Hotels & Resorts South Korea maintain a high standard in their service and quality standards. At present, they have more than 30 hotel chains across the world. Therefore, this also includes the hotels managed by Lotte Group as well as the ones that are franchised under their name. This hotel is also the largest group of hotel chains and organisations in South Korea (PR Newswire, 2023). 
Meanwhile, the company providing consultancy services to Lotte Hotels is Michels & Taylor. It is a leading company based in the UK, and they are known for operating as a consultancy company in the hospitality sector. Their primary focus is on providing consultancy services and advice professionally regarding hotel management. The company has built its name and recognition through its extensive client and service portfolio, which reflects its long-term partnership with customers (Michels & Taylor, 2024). Apart from hotel management, they also provide advice on asset management. They have several specialists based in the UK who are equipped with current industry knowledge to assist hotel organisations with various issues. Thus far, they have worked with several renowned clients, including Hilton Hotel Bournemouth and Hampton by Hilton (Michels & Taylor, 2024). Therefore, it is apparent that Michels and Taylor are equipped to handle the issues faced by Lotte Hotels & Resorts South Korea and provide them with change management solutions for addressing them.
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Figure 1: Michels & Taylor Brand Logo
Source: (Michels & Taylor, 2024)
The purpose here is to explore and investigate two key issues that have been experienced by Lotte Hotels & Resorts South Korea: staffing shortage and revenue challenges in the market. In this report, both issues will be analysed extensively in the context of the hotel in its South Korean market. To achieve this, several different models and frameworks will be applied for assessing the two key issues. This includes STEEPLED, SOAR, TOWS, McKinsey 7's Model, Porter Five Forces, and DESTEP analyses. Thus, it can be possible to recognise the root causes that have been affecting the organisation. 
Moreover, this will also determine the solutions that would be recommended to them, combined with how the hotel can implement these changes. So, for this purpose relevant change management models and quality management theories like TQM and Six Sigma will be applied as well. This will be presented through a well-organised action plan at the end to enable the organisation to resolve its staffing issue and successfully conduct its business in the South Korean hotel business market. 
[bookmark: _Toc191289892]Analysis
Description and Impact of Issues on Lotte Hotels & Resorts South Korea
Staffing Shortage
The first issue is the staffing problem and recruitment crisis. In 2023, the company reported to have been continuing to face challenges in staffing in the country and stated that this issue has been severe (Dong-hwan, 2023). It was reported that the staffing shortage has been a persistent issue in recent years, and this was mainly because of many employees who had left their hotel jobs during the Covid-19 pandemic. Nonetheless, they have not returned ever since. The shortage was not as much felt back during the pandemic because the number of guests and demand for services had also reduced to a significant extent. However, since the pandemic in the last two years, the demand has gradually recovered and increased to the pre-pandemic levels (KIM, 2023). Nonetheless, the shortage of workers has remained the same. This has increased their job vacancy rates and labour costs. This has also widened the skill gaps for this organisation and other similar ones. 
According to recent data, South Korea has been dealing with its increasingly ageing population and workforce decline for some years now. This also has a direct implication on their national economy (Kim and Lee, 2021). In the current crisis regarding population decline, it was stated that South Korea is now being regarded as a 'super-aged society'. This was also coupled with the fertility rate of the country. At present, their fertility rate has become the lowest in the world. So, this also poses a strain and threat to the current workforce (Morgan Stanley, 2025). However, this is not something an organisation like Lotte can address or improve. Nonetheless, it also suggests how much the country is dependent on foreign workers coming into the country for work. 
Other underlying causes can be the commonly poor and risky working environment, unsociable working hours, unpredictable shift timings, lack of career progression opportunities, and lack of quality for new employee training. Alongside, it is also notable that hospitality employees get paid the minimum wage. In some cases, it is also reported that the working hours and conditions are poor, and it does not align with what the low-wage workers are getting paid (Che Ahmat et al., 2023). In the lack of a sufficient workforce, it can be speculated that existing staff are likely to feel overworked and burnt out. Thus, it can potentially affect the quality of their service delivery, causing guest dissatisfaction (Prentice et al., 2025). A lack of skilled workers also affects operations by increasing their inefficiency and strain, which can delay guests receiving services (Hunt, 2022). This also affects Lotte Hotels & Resorts South Korea in terms of the costs associated with recruiting and training inexperienced staff that continue leaving and increasing employee turnover rates. 
Revenue Challenges
This is regarding Lotte Hotels & Resorts South Korea facing challenges in maintaining revenue even though their occupancy rates have improved in the last two years since the negative impact of COVID-19. The South Korean hospitality market has experienced a severe impact because of the pandemic, but it has also been slowly recovering over the last two years (Sun et al., 2024). Nonetheless, they have sustained the increased prices of supplies and materials because of inflation and the prohibitive cost of living crisis. In addition, there is also an issue regarding the increasing price of goods because of inflation and the onset of the Covid-19 pandemic. Even though the economy has recovered since the pandemic, there are still economic uncertainties and increased costs that have been affecting business sectors in the country. 
Meanwhile, there is also the potential of the national minimum wage being increased considering the current situation of the market and economy. This is for increasing the capability of workers to be able to afford due to the increased costs. However, the increased wage also increases operational expenses for hotels like Lotte Hotels. This is one of the key drivers of increasing costs for the hospitality businesses in this country (Dong-hwan, 2023). In addition, goods prices have increased, and this has also increased the costs of the supply chain. This was also worsened because of the pandemic, which caused a major supply chain disruption. Thus, it directly affects the South Korean hotel sector even after the pandemic. 
The increased prices have prompted hotel organisations to increase their prices of services and rooms. Therefore, this also likely poses an impact on the number of customers received and guests' customer loyalty, which can potentially affect their revenue eventually. There is also strict competition in the hotel market that has consistently increased in South Korea as well as the global market (Kumar et al., 2024). Lastly, the average price of rooms in hotels has also increased because of inflation and increased expenses on staffing and supply chains. Therefore, this is also likely to affect consumer spending patterns and behaviour. This is more likely to impact Lotte Hotels and can potentially affect its ability to continue operations as usual or conduct its high investment and development projects (Kumar et al., 2024). 
STEEPLED Analysis
	Social
	Customers are increasingly seeking sustainability and unique, personalised experiences in their vacations (Chua et al., 2024). Moreover, inflation has also prompted customers to look for comparatively inexpensive options (Woojinand Eunmi, 2024). 

	Technological
	The pandemic has accelerated the technological evolution and digital transformation among South Korean businesses. This has influenced the increased application of Artificial Intelligence/ AI, advanced data analytics, and smart technologies in the hotel sector (Biriescu and Olteanu, 2025).

	Economic
	The market has been affected by economic uncertainties. Inflation and the sudden hike in prices affect operational expenses (He, 2024).

	Environmental
	The hospital sector in South Korea is increasingly under pressure to minimise its negative environmental consequences and increase sustainable practices (Kim, 2022). 

	Political
	The worker shortage issue has started and increased to this dire level in South Korea because of its population decline and the country’s labour laws. There are also strict policies regarding work visas for overseas workers. Moreover, low pay and poor working conditions also discourage foreign workers to continue working in the country (Nnubia et al., 2025). 

	Legal
	It is necessary for Lotte Hotels to comply with necessary legislations, including employment regulations and workers' health and safety, among other legal restrictions. 

	Ethical
	There needs to be a greater focus on improving the pay scale and working conditions in the South Korean hospitality sector (Nnubia et al., 2025).

	Demographic
	The budget hotel market size has steadily increased in recent years because more people are looking for reasonable and cheaper accommodation options. This also creates competition for Lotte Hotels. 



SOAR Analysis
	Strength
	Opportunity

	· Strong and widespread global presence and brand reputation of the hotel
· A diverse set of hotel brands and segments (LOTTE HOTELS & RESORTS, 2025)
· Extensive customer loyalty programme and membership initiative with many benefits (LOTTE HOTELS & RESORTS Rewards, 2025) 
	· Current trends emerging post-pandemic.
· Staycations and private rentals are becoming more popular. 
· Opportunities for digital transformation projects and sustainable practices (Kim, 2022)

	Aspirations
	Results

	· Potential for improving employee retention by increasing training and career progression opportunities and enhancing employee conditions (Woojinand Eunmi, 2024)
· Improving revenue by providing guests with advanced technological and personalised staying experience 
	· Better employee retention and more job satisfaction among workers lead to more commitment towards the employer. 
· Better customer satisfaction and loyalty (Woojinand Eunmi, 2024)



Porter Five Forces
Threat of New Entrants: Medium
Lotte Hotels holds a significant market presence due to the wide network of its hotel brands and services. Nonetheless, there is still high competition in the South Korean luxury and boutique hotel market (Han and Lee, 2021). There is also competition from budget hotels and private rentals.
Threat of Substitutes: Low
The main comes from alternative accommodation options that also meet different expectations and needs of travellers and guests. However, Lotte Hotels has also expanded to several segments, including the leisure vacation market. With their room availability and brand portfolio, they cannot be replaced in the market (LOTTE HOTELS & RESORTS, 2025).
Bargaining Power of Suppliers: High
Inflation and increased supply chain costs have increased operational expenses for hotel businesses (Sim et al., 2024). This has also increased the prices of goods, which increased suppliers' power. Lotte Hotels must establish long-term supplier partnerships to negotiate better prices.
Bargaining Power of Buyers: Medium
Lotte Hotels has diverse types of lodging and accommodation for guests in more than 6000 locations. This gives customers good accessibility. However, there are budget hotels and several other alternatives, too (Kumar et al., 2024). Moreover, customers have low switching costs. So, customer loyalty is necessary.
Industry Rivalry: High
As mentioned earlier, there is competition posed by luxury hotels and other alternatives, including budget hotels etc (Han and Lee, 2021). 
TOWS Analysis
	
	Strength (S)
	Weakness (W)

	Opportunity (O)
	Optimising pricing in some brand segments can attract budget-conscious customers (Adams, 2024)
Investing in renewable energy solutions can increase sustainability and decrease operational costs (Kholijah, 2024)
	Employee retention requires improving workers' pay scale and their working conditions (Giousmpasoglou, 2024)
Improvement needed in recruitment strategies

	Threat (T)
	Customer loyalty requires improvement to compete in this market with cheaper alternatives (Velaoras et al., 2025)
	Price optimisation is needed to reduce price increases of services, which deters budget-conscious customers (Adams, 2024)



McKinsey 7's Model
	Strategy
	The hotel's strategy of expanding its brand portfolio and expanding in different segments has improved its presence globally (LOTTE HOTELS & RESORTS, 2025). An aggressive franchising strategy allowed for rapid business expansion (Hospitality Net, 2021).

	Structure
	Leasing and franchising hotels under their brand names increase their brand recognition more widely while reducing operational expenses (Wei, 2024).

	Systems
	Lotte Hotels has significantly invested in digital transformation, and this strengthens their ability to serve customers. 

	Shared Values
	The hotel has adopted a responsible and ethical procurement programme to show its commitment towards achieving sustainability (Kyaw, 2024).

	Style/ Culture
	Company culture influences high quality and service standards. 

	Staff
	The staffing shortages and recruitment crises are persistent issues.

	Skills
	The company has invested in employee training programmes across its global operations (Kyaw, 2024). 



DESTEP Analysis
	Demographic
	Considering the inflation and its impact on prices, more customers now seek cheaper alternative lodging options like budget hotels. This attracts the price-conscious demographic in South Korea (Woojinand Eunmi, 2024). This poses competition for Lotte Hotels.
There is an increasingly ageing population, which increases the necessity of having inclusive and disability accessibility facilities in hotels (Page and Connell, 2024).

	Economic
	There is a consistent pressure of inflation and the cost-of-living crisis in South Korea. This affects consumers' disposable income and their spending patterns and behaviour. This also influences the current trends in the tourism and hospitality industry. 

	Socio-cultural
	The Covid-19 pandemic has influenced consumer behaviour. Now, more people are seeking environmental or eco-tourism and accommodation in rural areas (Talukder et al., 2024). There is also a rise in consumers seeking convenience through digital technologies. 

	Technological
	Due to the rapid digital transformation in the last few years, more hotel businesses are adopting AI and smart technologies to improve customers' visit or stay experience (Ajaz et al., 2024).

	Ecological
	There is growing pressure on the hospitality sector regarding sustainability. This reflects the policies and regulations being adopted by the South Korean government. Similarly, there is also a growing awareness about sustainability among consumers (Chemmanur and Fenech, 2024). So, this prompts Lotte Hotels to proactively improve their sustainability initiatives as well.

	Political
	The Covid-19 pandemic has degraded the working conditions for foreign workers. It has also increased the gaps in skilled workers’ availability and increased labour shortage. 



[bookmark: _Toc191289893]Recommendation and Change Management 
The above discussion calls for the need to proactively mitigate the current operational issues of staff shortages and revenue decline in Lotte Hotels to ensure a long-term sustainable positioning for the brand in the future. Based on the above analyses further, it has been apparent that the Lotte hotel chain needs to expand their current strategies for employee retention and addressing the skilled staff shortage issue. Broadly, they should invest in an employee reskilling and/ or upskilling training program (Tamayo et al., 2023). Like their other training program, this should also be comprehensive and cover their entire operations to begin with. This should primarily target their low pay scale and low-skilled or inexperienced employees in the operations (Brown and Armstrong, 2024). Thus, by reskilling them, their capabilities can be aligned with their current operational requirements. In addition, this also allows Lotte Hotels to increase the availability of opportunities for career progression, which can attract and retain more employees overall. This also increases the possibilities for internal hiring, thus improving recruitment strategies as well (Brown and Armstrong, 2024). To achieve this, LOTTE should partner up with credible and well-reputed institutions relevant to the hospitality sector.
[bookmark: _Toc191138790][bookmark: _Toc191289894]Recommendations for the staff shortage issue at LOTTE hotels 
The staff shortage issue at the LOTTE hotels can be mitigated with a critical focus on strategic recruitment, employee retention, and core operational improvements. First, regarding the solidification of recruitment strategies, LOTTE needs to focus effectively on underserved communities to gain skilled labourers since there is limited scope for retrieving skilled workers across the globe. This labour force can include students, retired persons with high experience scales, and individuals opting for significant career transitions (Barreto and Mayya, 2023). To help them gain quality training, LOTTE also needs to potentially invest in training and development programs to mitigate the rising skill gaps more efficiently. Also, by simplifying the process of visa sponsorships, LOTTE can effectively resolve the staff shortage issue in the country by attracting an overseas skilled workforce with lucrative career opportunities in the future. Secondly, regarding retention and productivity maintenance, hotels like LOTTE need to develop employee retention strategies and improve the current working conditions to help them stay engaged for the long term. While they need to optimise employee compensation benefits with potential employee recognition and accomplishments, they are also required to design multifaceted career growth pathways and foster work-life balance to enhance job satisfaction standards at large (Deale and Lee, 2023). Thus, employees can be retained with decreased turnover rates in the future. Thirdly, regarding the enhancement of working conditions, employee turnover rates in the global hospitality industry are high based on detrimental working conditions. To this end, LOTTE Hotel needs to work on supportive and collaborative work culture development where work-life balance provision and added flexibility can mitigate burnout issues over time (Radu, 2023). Also, hotels like LOTTE need to critically highlight employee well-being programs to fuel their motivational standards, thereby optimising the firm's employee retention rates and consequent productivity standards in the future (Valencia, 2021). Further, looking at the need for potential focus on technological upgradation in the hospitality industry, hospitality procedures need to be simplified. On the one hand, this can effectively enhance consumer experience, whereas, on the other hand, it fuels operational efficiency by countering staffing issues to deliver more meaningful and optimised outcomes in the future (Mann et al., 2024). To this end, LOTTE needs to effectively focus on infrastructural development with chatbots to help clients mitigate service-oriented grievances (Dawes, 2024). Also, by providing technological training and development opportunities to the staff, they can be retained in the future with quality service delivery. 
[bookmark: _Toc191138791][bookmark: _Toc191289895]Relevant change management practices 
To effectively implement these given recommendations to mitigate staff shortage issues, LOTTE needs to adopt highly effective change management strategies. First, LOTTE needs to maintain communicative transparency across the staff teams to ensure their awareness even in a slight change in the working hours or recruitment synergies since these can impact their work-life balance and job satisfaction levels respectively (Čuić Tanković et al. 2022). Based on this, LOTTE also needs to design employee surveys to gain feedback, thereby understanding their operational grievances and valuing their contribution more efficiently. Apart from this, regarding employee retention and technologically upskilling hospitality employees, LOTTE can design training and development programs with flexibility to help staff comply with the changing dynamics of the industry (Lotte Hotel Chain, 2024). To this end, however, the firm can follow the ADKAR model of change management practices, which consists of awareness, desire, knowledge, ability, and reinforcement.
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Figure 1: ADKATR Model
Source: (Olmstead, 2024)
First, in the Awareness phase, LOTTE staff needs to be aware of the reasons for the change. Secondly, in the Desire phase, career growth opportunities can be defined by LOTTE hotels by generating employee motivation at work with incentives at large (Lotte Hotel Chain, 2022). Thirdly, in the Knowledge phase, employees can be trained for the new roles through simulative workshops and webinars. Fourthly, in the Ability phase, LOTTE management needs to provide ample support and guidance to the staff to foster adaptability to a significant extent (Lee et al., 2025). Finally, in the Reinforcement phase, LOTTE managers need to maintain staff engagement through feedback and continuous development to ensure sustainable competitive marketplace standards. Thus, with the application of this model, the issue of staff shortage can be mitigated, thereby contributing to a seamless workplace transition in the future. 
[bookmark: _Toc191138792][bookmark: _Toc191289896]Recommendations for the revenue decline issue at LOTTE hotels 
The revenue decline issue is highly prominent in the LOTTE Hotels. The revenue decline of the hotels is directly proportional to the detrimental reputational effects of consumer ratings across online platforms (Lotte Hotel Chain, 2022). To this end, hotels like LOTTE need to ensure sound cost management along with revenue diversification to ensure long-term consumer retention in the future. First, Hotels like Lotte Group need to design dynamic pricing for rooms based on seasonal demands to cater to the tailored preferences of all income groups (EHL Insights, 2024). This can effectively nurture consumers’ intention to choose LOTTE over its competitors. Secondly, LOTTE needs to invest in energy-efficient systems to reduce overall operational costs, thereby increasing the revenue standards to a greater extent (LOTTE HOTELS & RESORTS, 2024). Also, the use of green energy consumption practices of LOTTE can leverage its commitment to sustainability by attracting eco-conscious consumers more efficiently. Further, consumer loyalty is one of the most impactful ways to maintain positional excellence in the competitive hospitality marketplace. Based on this, LOTTE can reward clients with exclusive seasonal discounts by showcasing value significantly (Jiyeon, 2024). Also, LOTTE needs to maintain high-end reputational standards thereby designing robust cybersecurity frameworks to secure guest information with limited chance for revenue losses in terms of penalties and lawsuits. Thus, the revenue decline issue of the LOTTE hotels can be effectively mitigated in the future. 
[bookmark: _Toc191138793][bookmark: _Toc191289897]Relevant change management practices 
To mitigate this challenge further, Kotter's 8-step change management model can be followed by LOTTE, which consists of creating a sense of urgency, establishing a guiding coalition, developing a strategic vision, enlisting change agents, removing change resistance as barriers, accomplishing short-term wins, sustaining change, and fostering it with continuous developmental initiative (Älmeby and Svensson, 2021). 
[image: ]
Figure 2: Kotter’s Eights Step Change Model
Source: (Denis, 2022)
First, LOTTE staff and stakeholders need to be aware of the revenue decline issue and its consequent threats to foster initiative-taking action on employee and managerial grounds (Lotte Hotel Chai, 2022). Secondly, LOTTE needs to develop small yet efficient teams of financial, revenue, and operational managers to foster revenue optimisation initiatives with strategies like tiered pricing and energy efficiency. Thirdly, LOTTE managers need to circulate goal clarity among the employees, thereby fostering overall cost management and qualitative service delivery (El-Said et al., 2024). Fourthly, communicative efficiency needs to be fostered across the operational hierarchy of LOTTE to optimise revenue growth more efficiently, thereby reducing conflicts and consequent performance decline (TTW, 2024). Fifthly, LOTTE can track and monitor the progress of bookings with loyalty programs to celebrate short-term wins while consolidating strategic gains, including investors' interests and multifaceted cybersecurity measures to upscale the overall reputational standards of the firm. (Shabani and Munir, 2020) Finally, LOTTE management can employ continuous development in the changing hospitality marketplace dynamics to foster sustainable innovation and creativity in the future. Thus, the change resistance of employees can be mitigated with a productive move towards operational transition and sustainability (Han et al., 2025).
[bookmark: _Toc191138794][bookmark: _Toc191289898]Theoretical application 
[bookmark: _Toc191138795][bookmark: _Toc191289899]Six Sigma
The Six Sigma model, proposed by Bill Smith in 1986, consists of five stages: definition, measurement, analysis, improvement, and control (CFI, 2022). This for LOTTE will be analysed further:
	Factors 
	Description

	Definition
	Determining the key staffing issues, including increased turnover rate, ongoing skill gaps, and significant employee dissatisfaction standards 

	Measurement 
	Assessing the rates of vacancy and staff retention capability of the firm with loyalty programs and employee wellbeing initiatives 

	Analysis
	Identifying the root causes for the hotel industry staff shortage, including LOTTE based on Brexit and detrimental working conditions (Dempsey, 2023)

	Improvement
	Introducing more impactful strategies, including personalised training and development provisions with recruitment-oriented inclusivity to improve the reputational standards of LOTTE. 

	Control
	Overall evaluation and monitoring of the strategic implementation through staff feedback by fostering continuous learning and development on managerial grounds of LOTTE (Mews, 2023). 



[bookmark: _Toc191138796][bookmark: _Toc191289900]Total Quality Management (TQM)
The Total Quality Management model was proposed by Edwards Deming in 1983 and consists of five critical stages: consumer centricity, employee commitment, procedural optimisation, continuous and consistent improvement, and data-driven decision-making (Lip, 2024). All these stages regarding LOTTE’s revenue decline issue will be discussed further: 
	Basis 
	Description

	Consumer centricity 
	With more personalised services, additional rewards, and seasonal discounts, guest satisfaction standards can be optimised with increased revenue standards in the future.

	Employee commitment
	With potential training and development programs, the service delivery of LOTTE staff can be highly proficient in retaining consumers in the long term (Oluwaseun, 2020). 

	Procedural optimisation
	Using potential technologies, costs have been reduced over time with streamlined operational flow and optimised productivity standards in the future (Mondok, 2023). 

	Continuous and consistent improvement
	With a critical focus on the pricing strategies and cost structure on the LOTTE managerial ends, the service quality can be enhanced with optimised revenue management. 

	Data-driven decision-making 
	Applying TQM, LOTTE can make more informed and data-driven decisions regarding staffing and overall service quality management to ensure long-term profitability in the future. 



[bookmark: _Toc191138797][bookmark: _Toc191289901]Measurement of success 
LOTTE can effectively track the success of the recommended strategies by following a range of KPIs. First, staff surveys and feedback after implementing personalised training and development programs can effectively determine employee retention rates and engagement tenacities to help LOTTE make more integrated staffing solutions. Secondly, the success of revenue management can be measured with RevPAR records of LOTTE and AVR rates (Lacelle, 2024). Finally, using NPS from the online reviews, consumers’ integration to LOTTE can be effectively registered to ensure the success of these recommended measures. 
[bookmark: _Toc191138798][bookmark: _Toc191289902]Potential benefits of LOTTE with recommended strategies 
These recommended strategies can be extensively helpful for LOTTE in ensuring reduced employee turnover with increased retention and enhanced guest satisfaction standards to a greater extent. By fostering continuous training and developmental synergies, LOTTE’s overall service delivery can be maximised with the assurance of long-term profitability (Tsou et al., 2025). Finally, LOTTE's critical focus on consumer loyalty and the staff reward and acknowledgement programs can effectively leverage brand reputational standards with a sustainable competitive edge in the future. 
[bookmark: _Toc191138799][bookmark: _Toc191289903]Cost estimation 
Since LOTTE is a significant global hotel chain, it is considered one of the largest hotels in Korea. Based on the recommendations further, the following table elaborates on estimated costs. 
	Recommendations
	Cost estimation (£ every month)

	Designing employee retention programs 
	20000

	Channeling energy-efficient initiatives 
	7000

	Implementing cybersecurity measures 
	10000

	Total costs 
	37000


 
[bookmark: _Toc191138800][bookmark: _Toc191289904]Action Plan 
	Number 
	Problem
	Solution
	Desired Outcome
	Time scale
	Completion Date
	Planned Budget 

	1.
	Staffing shortage issue at LOTTE Hotels 
	· Fostering personalised training and developmental provision to the employees to ensure quality service delivery 
· Designing employee retention programs with well-being privileges and acknowledging their efforts in short-term wins to create value for them within LOTTE. 
· Providing them with competitive compensation and career development opportunities for improved positioning in the future. 
	· Improved operational efficiency of staff to ensure quality service delivery. 
· Retaining consumers in the future to maintain reputational standards with a personalised touch and service integrity. 
· Uplifting employee satisfaction rates, thereby high engagement in the workplace, consequently leading to maximised performance outcomes of LOTTE. 
	8 months 
	02.10.2025
	£15000

	2.
	Revenue decline issue at LOTTE 
	· Implementing tiered pricing on the diverse packages to cater to different income groups of the country. 
· Using dynamic pricing based on seasonal demands and offering discounts on the room rates can help LOTTE stimulate consumers’ integration into the hotel more efficiently. 
· Promoting energy efficiency with green operational synergy to attract eco-conscious consumers to the hotel and maintain overall cost-effectiveness and revenue more efficiently. 
· Productive cybersecurity software needs to be adopted by LOTTE to maintain consumer and staff credibility, thereby optimising reputational standards in the future.
	· Improvement of overall revenue standards of LOTTE with a critical focus on the RevPAR and AVR contributing to the overall firm’s revenue. 
· Reduction of lawsuits and chances of penalties or data breaches in the future with the productive implementation of cybersecurity measures and software 
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All these initiatives can help LOTTE foster a systematic development pathway for enhancing the firm's reputation and mitigating the issues of staff shortages and revenue decline in the future. On the one hand, it ensures the overall maintenance of operational excellence and integrity for the hotel, and on the other, it makes employees highly proficient and efficient at quality service delivery, thereby retaining clients and improving the revenue standards of the firm. Thus, following this action plan, the operational stability and sustainability of the proposed recommendation can be determined more efficiently in the future. 
[bookmark: _Toc191138801][bookmark: _Toc191289905]Conclusion
Conclusively, it can be stated that this study has effectively managed to evaluate and assess the two most prominent issues in the LOTTE hotels including staffing shortage and revenue decline. Since the hospitality industry is a relevant contributor to the country’s economy, thereby creating significant employment opportunities, maintaining operational fluency and integrity of the industry is highly relevant to managing the problem more efficiently. This study has used multiple frameworks to analyse these two issues at LOTTE, including STEEPLED Analysis, SOAR analysis, Porter's Five Forces framework, TOWS, McKinsey's 7S model, and DESTEP analysis. From the STEEPLED analysis, the shifting trends of consumers towards eco-consciousness and sustainability have been registered with the detrimental impact of Brexit, causing staff shortages and a strategic call for technological advancement and integrity. Also, from the SOAR analysis, however, the need for employee retention has been ensured with more opportunities for digital transformation and consumer integration. This also helps enhance employee job satisfaction levels with quality service provision and technological proficiency standards. From Porter's five forces analysis further, LOTTE is found in a moderately sustainable positioning in the marketplace with high supplier bargaining power and low threat of substitutes followed by high industry rivalry and moderate consumer bargaining power. This has showcased LOTTE's strength of reputation and consumer retention power. Apart from this, the TOWS analysis has showcased the opportunity of LOTTE to attract consumers from every group with dynamic pricing in catering to their price sensitivity standards. Also, this model has efficiently helped LOTTE to tailor recruitment strategies to attract the prospective workforce to the industry and lower employee turnover rates significantly. Additionally, McKinsey’s 7S model has projected the need for LOTTE to expand its brand portfolio by following franchising strategies, thereby investing in its IT infrastructure to reduce data breach possibilities in the future. Finally, from the DESTEP analysis, LOTTE has faced the need to target every market demographic depending on their disposable income capabilities and design dynamic pricing to ensure a significant upsurge in the revenue and profitability standards. Also, from the technological and ecological perspectives, LOTTE needs to focus on AI-enablement and initiative-taking cybersecurity measures to develop a greener future for the firm with higher reputational standards and operational integrity in the future. 
Further, based on the overall analysis of these two issues, this study has also provided productive solutions and recommendations for LOTTE. While it has generated the need for the firm to solidify recruitment strategies and design potential training and development programs, it also needs to modify the workplace conditions to engage employees in the workplace and upscale their motivational standards with positive work-life balance. To ensure this further, the ADKAR model of change management has been applied to enhance procedural optimisation and enhance employee knowledge and insight standards. Apart from this, recommendations for the revenue decline issue have included taking initiative-taking cybersecurity measures, fostering energy-efficient practices, and many others using Kotter's change management model. Finally, with an action plan and cost estimation, this study has ensured the relevance of the proposed recommendation to optimise LOTTE’s long-term sustainability in the marketplace at large. 
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