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Executive Summary
Overview of the Consultancy Report 
This quarterly report has been commissioned by The Ritz-Carlton, Tokyo, and produced by Global Hospitality Insights, a market leader in consulting for the hospitality industry. The company will guide clients to operational improvements and strategic ways to raise guest satisfaction. The main goal of this report is to examine and solve the problem that has been recently uncovered during the guest service operations which also represents the reason for the low customer satisfaction rates. This report presents extensive research into the main reasons for the service gaps and offers a strategic plan for the ins mission of sustainable improvements. The company will align the experience to that of The Ritz-Carlton’s unwavering commitment to quality, taking into consideration both the challenges and offering experiential response directions.
Problem Statement 
The Ritz-Carlton in Tokyo has a crucial responsibility of achieving the high standard of guest service that it is known and well-respected for. Among the latest guests' evaluations and internal assessments, the guest service inconsistencies, especially in the peak seasons and at the high demand service areas like check-in and dining services, have been found. These problems have resulted in increasing delays, loss of service personalization and decreased levels of satisfaction. This issue is critical because it can be a risk factor to the hotel’s reputation for excellent service quality. This attribute is the main competitive advantage in the luxury hospitality industry in Tokyo that is tightly focused. The importance to deal with these inconstant services is also preceded by the upcoming tourist seasons, which are predicted to be heavily accompanied by the high hotel occupancy, this is putting more pressure on existing service capacities. Taking care of those ceremonial aspects will be essential for the hotel to maintain its prestige level and other success indicators such as guest satisfaction and customer retention.
Key Findings 
The in-depth analysis carried out by Global Hospitality Insights for The Ritz-Carlton, Tokyo, has yielded several important aspects that undoubtedly shed light on the most critical matters of guest service delivery. PESTEL analysis is underlined by several outside circumstances including rise in tourism in Tokyo and meeting expectations that keep changing in response to technological progress. The economic factor comprises the rising expense the luxury must maintain lofty standards to be acknowledged amongst its clients, thereby challenging the operational budgets and service quality during the peak period of operation.
By SWOT analysis The Ritz-Carlton, Tokyo, boasts a high brand reputation, a strategic position, and extremely professional staff. While these are the strengths, weaknesses include the ability to manage service operations when the demand is high which directly affects the service standard. The ideas that are to be explored consist of the using the latest technologies in services management and improving the staff training programs with an emphasis on peak time efficiency. One of the biggest concerns is increased competition from other luxury hotels and boutique accommodations that provide a unique environment for the customers.
With internal data insights, organisation have seen that guest dissatisfaction is at its peak during hours 3 PM to 7 PM, which mostly includes check-in and dinner service times. Concerns are related to slowness, staff behaviour live the impression that guests’ wishes and ideas are not met in a satisfactory way, which is a sign of insufficient workforce or insufficient understanding of guest needs. Also, negative experiences that are induced by first impressions insights show that check-in could be responsible for more than half of the stay, and this affects customers to return at the same hotel.
Employee feedback has also shed some light, referring to problems that employees are tackling, such as staffing levels that are insufficient during the busy hours and insufficient time allocated for special training in case of stressful and high-volume situations. These three factors respectively, the external pressure, the internal weaknesses and the operational inefficiencies are the reasons why the hotel brand is not trending as before.
Recommendations 
To address the service delivery inconsistencies at The Ritz-Carlton, Tokyo, Global Hospitality Insights recommends the following strategic approaches:
· Enhanced Staffing Strategy: Create an adaptable staffing system tailored to the given occupancy and service requirement by using the latest data available. In this case, target hours should be identified and those are usually differentiated in terms of time, such as afternoon and evening.
· Technology Integration: Apply advanced technology solutions like electronic check-in/out methods and an app that can be used for creating customized service requests. These technologies will automate operations and help reduce waiting times, hence granting better guest experience.
· Targeted Training Programs: Create specialized training courses and include in the standard staff time management training, trying to cover productivity and guest interaction quality. They will have to include the simulators and stress management approaches.
· Feedback Loop Enhancement: Improve guests’ feedback process to address the issues on the spot, providing instant service recovery and preventing negative reviews when the experience was centred on the hotel.
Expected Outcomes and Benefits 
Through this proposal, The Ritz-Carlton, Tokyo could witness a drastic increase in the level of operational efficiency and guest satisfaction. The improved strategy on employment and technology will lessen service congestion, making this experience smoother and personalized for every guest. Employees will be chosen to be trained in handling crowds at peak times effectively that leads to a better quality of services. A better feedback mechanism will facilitate a proactive attitude toward service management and raise guest retention rates and positive comments. As a result, it will strengthen the hotel’s reputation as a place providing exemplary service in a high-end market of Tokyo.


Conclusion 
Global Hospitality Insights analysis gives the guidelines to The Ritz-Carlton, Tokyo which helps the hotel to reinforce service excellence. Solving this problem by applying a targeted staffing, advanced technology and customized training program will guarantee that the hotel not only lives up to but passes the bar of visitor expectations. The realization of these innovations will be the solid basis for the hotel’s reputation as a pioneer in luxury hospitality, improving customers or guests’ contentment and profitability. This consultancy report proposes a clear roadmap, offering the hotel's owner great chances and ensuring its market position in the growing and hard-fought market.









Introduction 
Hotel Introduction
The Ritz-Carlton, Tokyo, is the peak of luxury and style in the international city of Tokyo filled with sophisticated life and recognized for a one-time experience. Located in the centre of Roppongi, the hotel is positioned on the top tier of Midtown Tower, on the 45th floor, complemented with panoramic city views and legendary Mount Fuji. From its inception, The Ritz-Carlton has been a reference point for high-end and a constructive collaboration of top-notch services and authentic Japanese culture. The hotel offers 245 guest rooms with 36 suites completed, offering impeccable comfort and classic elegance. Its facilities consist of top-notch restaurant establishments, a fully equipped spa, and well-equipped conference and wedding services that are extremely popular among international markets. 
Consultancy Firm Introduction
As per Anwar and Abdullah (2021), Global Hospitality Insights is a number one consulting agency with a decade of experience in changing the workflows all around the world in the hotel business. Our company is an expert in managing luxury hotels and can boast of its executives' experience and their drives to improve guests' satisfaction and operational efficiency. The style fuses data analytics with an intricate grasp of the hospitality industry. Through engineering solutions that are characteristically designed for every client we are to provide a solution that addresses the current issues and enhance the overall performance and competitiveness. The team is composed of highly skilled professionals who, in their careers as hotel industry executives, have served in leading positions in noteworthy hotel groups that add valuable insights to the present consultancy services (Stein, 2021).
Description of the Issue
The last few days in The Ritz-Carlton, Tokyo, the company faced a range of issues on customer service delivery during peak hours (The Ritz-Carlton, 2024). The problems that this hotel faces become more evident in the cases of delayed guest check-in and check-out, slow customer service response, and an overall drop in guest satisfaction scores during peak periods. These service disruptions are, indeed, especially concerns taking into consideration of the hotel's glory in the market for luxury hotels in Tokyo. Analysing this ineffectiveness is important for the maintenance of the prestige of the hotel and the fact, it is still able to delight distinguished guests (Antunes and Pinheiro, 2020).
Theoretical Frameworks for Analysis
To explain the problems that needed to be tackled at the Ritz-Carlton, some strategic tools will be used. Through the PESTEL analysis, consultants will dive deeper into the external factors such as political, economic, social, technological, environmental, and the legal aspects that could be playing a role in the hotel and its operations. SWOT analysis will help to analyse internal strengths and weaknesses of the hotel and identify the advantages to get ahead in this competition and threats from the environment. In this context, these frameworks would have a pivotal role, and will provide a complete picture of the factors, which influence the hotel, will guide experts to suggest suitable strategies (Atroszko, 2020). By applying the TOWS Matrix, the hotel's strengths will be matched to opportunities and problems will be converted into action plans that will guarantee the robustness of the chosen approach and resulting in operational efficiency and customer satisfaction.
Analysis
Introducing the issue
[bookmark: _Int_fy8oSr99]The Ritz-Carlton, Tokyo is battling high barriers during busy operational times to maintain its high standards of service and customer satisfaction. The guests have been given the opportunity to send feedback on distinct parts of the service such as check-in and check-out, as well as delays in dining and concierge services. These matters emerge from 3PM to 7PM in Tokyo which serves the guests' arrival and dinner time occasions. A statistical analysis from the previous quarter reveals a negative 20% short-term due to an increase of negative feedback during this period compared to the previous year. The dangerous development has a direct bearing on customer satisfaction levels and the church's reputation thus, hotel rating. Furthermore, the internal audit reveals a discouraging augment of the average service wait time by 15 minutes for the peak hours.
What makes Ritz-Carlton, notwithstanding its place in the high-income hospitality market and its unchanging promise to provide the best of guest experience, should be of immediate response service inefficiencies. If the hotel does not deal with the challenges on time, the number of guests will decrease this ensuring that the profitability of the hotel and market competitiveness are compromised (Abubakar, Elrehail and Alatailat, 2019).
Data and Statistical Analysis
Having both the old and the new data for service provision for the past six months has shown the weaknesses at The Ritz-Carlton, Tokyo which need to be addressed. Here, data clearly shows that the peak of guest complaints connected to service delays are within that era, around 3 PM to 7 PM in Tokyo. Guest reviews such as online forms and feedback, indicated long waiting times during checking and faulty service at the main restaurants’ during dinner hour as the main cause of guest’s dissatisfaction (Jabari and Ghazzawi, 2019).
Monthly feedback scores turned into graphical presentations together with trend lines clearly show a trend in decreasing rating by guests, the timing of which matches peak times. The analysis of the correlation between the guest waits times and the customer satisfaction survey scores proves the existence of a direct relationship, with guests’ dissatisfaction increasing when the waiting time exceeds the 10-minute threshold. Departments further show that most of the negative response of almost 65% during these times is about the front desk and dining services (Musheke and Phiri, 2021).
Seasonal problems of this kind are most evident in guest flow periods such as the tourist high season and local events, usually leading to increased number of hotel bookings (Woschank, Apsalone and Pacher, 2022). Comparisons between current data and periods of time from the past show some recurring trends, implying the systemic nature in shaping up demand peaks.
As per Albu and Flyverbom (2019), the analysis of the service hour jumbling in relation to peak problems shows that there is a severe gap between what customers need and what available staff can provide. 30% shortage data from these peak periods emerges, which for instance leads to significantly longer waiting times and service interruptions.
The extent of the delays in service experienced by all these guests was ascertained through doing a follow-up survey. The numbers show that customers who experience delay are less likely to give complimentary reviews (that is 40% less) and a 50% reduction in their overall satisfaction scores.
This number crunching shows the gravity of the issue and the hours in which action should quickly be orchestrated. The data, being an unambiguous instruction, points to structural changes in staffing and service delivery methods that are tailored to the accommodation of guest requirements and shift patterns by a factor essential for guests’ satisfaction and management efficiency (Brunsson, 2019).
PESTEL Analysis
PESTEL analysis is a complete evaluation tool that pulls out the factors out an organization's operations and performance which are dependent on the external factors of the luxury industry of Tokyo. Below is a detailed analysis of each factor along with a summarized table:
1. Political Factors:
● Political Stability: Japan is much respected for its stability in politics, which creates favourable conditions for business operations. Japan's political stability helps maintain a favourable business environment. Government preferential policies including tourist promotion and visa facilitation help The Ritz-Carlton being viable (Bhatti, Rehman and Rumman, 2020).
● Government Policies: Tourism and hospitality industry could benefit from the favourable government policies embracing the tourism and hospitality growth, e.g. visa easement for international visitors (Scholz et al., 2020).
2. Economic Factors:
· The Tokyo economy is vigorous and can be defined by resilient local economic conditions together with high income per capita and these features provide the solid backdrop for successful luxury hospitality industry (Bratton, 2020). The economic vitality of the city draws both wealthy travellers and buyers for the services and amenities provided by establishments such as The Ritz-Carlton.
· However, exchange rate variations bring uncertainty, particularly in international tourism. The currency fluctuations can affect the spending ability of visitors from various countries that may affect their travel plans and spending habits during their stay at The Ritz-Carlton Hence, the economic strengths of Tokyo ca offer chances but the fluctuation in exchange rates should be considered with wise financial management to lower potential risks and to take advantage of the markets (Buchanan and Huczynski, 2019).
3. Social Factors:
· Tokyo's vibrant ethnic diversity, accompanied by the growing middle-class population, stimulates the domestic as well as the international tourism development. This demographic result is an important chance for The Ritz-Carlton to respond to the wide range of guests with varying choices and expectations (Wollmann et al., 2021).
· Now customers expect more customized and unique experiences from brands. Through this, The Ritz-Carlton will never cease to elevate their services to the next level to remain a provider of choice for the affluent customers (Chen and Eyoun, 2021).
· Changing lifestyles featuring a focus on wellness and sustainability affect what guests want and expect. The Ritz-Carlton is successfully able to create services that are on topic with modern trends through changes in its lifestyle that contributes to customer satisfaction.
4. Technological Factors:
· According to Coraiola and Murcia (2020), the unbelievable rise in technology is summarized by introduction systems for digital check-ins/outs along with feature-rich applications for best-in-class personalized guest services, data analytics, and utilization enhances the operations, on the one hand, and current customers' experience, on the other hand, at the Ritz-Carlton. These high-tech gadgets reduce overburdened staff and lead to automation of routine processes within hotels, as the result the efficiency is maximized, and the level of customer experience is enhanced.
· In there, a combination of artificial intelligence (AI) and automation enables job routines and ancillary space utilization. With this digitalization, one not only achieves enhancement in efficiency but also allows staff to be focused on the delivery of personalized and top-quality services, and this in turn would lead to higher quality-of-service and upkeep in guest satisfaction (Clohessy and Acton, 2019).
5. Environmental Factors:
● Environmental Regulations: Compliance with the environmental regulations and supporting sustainable practices like energy conservation and waste management are the things needed for eco-friendly operations (Cameron and Green, 2019).
● Guest Preferences: Guest attention and inclination for environmentally friendly principles in hotel decision making and brand perception are rising.
6. Legal Factors:
● Compliance: Law compliance and ethical business practice should be implemented by following local laws, labour laws and regulations.
● Labor Laws: Providing fair labour practices, workplace rights and diversity of the workforce with the legal requirements, helps to build a positive organizational 
Summary Table: culture (Duchek, 2020).

	Factor
	Description

	Political
	A stable political environment and favourable government policies support business operations.

	Economic
	Strong local economy and exchange rate fluctuations impact tourism and spending patterns.

	Social
	Diverse demographics, rising customer expectations, lifestyle changes influence guest preferences.

	Technological
	Advancements in technology enhance operational efficiency, personalized experiences for guests.

	Environmental
	Compliance with environmental regulations, sustainable practices crucial for eco-friendly operations.

	Legal
	Adherence to local laws, labour laws, and regulations essential for legal compliance and ethical business practices.


(Source: Dekker et al., 2019)
This PESTEL analysis makes it possible to see the external factors which influence the luxury hospitality industry in Tokyo and helps The Ritz-Carlton, Tokyo to seize the opportunities and manage probable risks through strategic decision-making (Dekker et al., 2019).







SWOT Analysis
A SWOT analysis is a comprehensive evaluation of the internal strengths and weaknesses of The Ritz-Carlton, Tokyo, as well as the external opportunities and threats related to the hotel’s service delivery process during the peak operational hours (Zhang et al., 2022).
7. Strengths:
● Strong Brand Reputation: The Ritz-Carlton is a world-renowned brand for luxury and outstanding service which is building a community of loyal and trusted customers (Duong et al., 2019).
● Prime Location: Offering the breathtaking city view from the Roppongi location and considering this to be a refined and luxurious resort, the hotel welcomes affluent clients by providing an exclusive level of service.
● Highly Trained Staff: Along with the staff that complete strict training, everyone is certain of the professionalism, the expertise, and the guests’ personal interactions (Zanotto et al., 2020).
8. Weaknesses:
● Scalability Challenges: As per Stefano, Scrima, and Parry (2019), the efficacy of high-density service points remains questionable as it will contribute to the increase in waiting times and lowering of the service quality.
● Operational Inefficiencies: For some services, this is a very inefficient situation and results in passengers getting physically and psychologically tired.
● Staffing Shortfalls: During the rush hour, when the level of staffing becomes under-optimal, congestion in the service takes place and this, in turn, massively jeopardizes enjoyment of customers (Zehir, 2020).
9. Opportunities:
● Technological Integration: With the use of AI, mobile applications and other digital infrastructure, married operations will ease comfortable stays for guests.
● Enhanced Training Programs: Not only this but it is also advisable to construct these courses as a kind of dedicated time management and stress-handling skills development which in turn can lead to enhanced services and production quality (Dubey et al., 2021).
● Partnerships and Collaborations: Working with nearby companies and tourism agencies can be useful in making partnerships and offering better facilities for guests (Wang, 2019).
10. Threats:
● Competition: The escalating competition from new luxury hotels and small-scale establishments that offer an exclusive experience endangers The Ritz-Carlton's market shares (Mavridopoulou and O’Mahoney, 2020).
● Economic Uncertainty: Economic and exchange rate fluctuations can lead to fluctuations in tourism trends and guest spending as well as revenue for the hotel.
● Technological Disruptions: The fast-growing technology may cause the industry to constantly adapt to remain competitive and meet the dynamic guest demands (Etter, Ravasi and Colleoni, 2019).
Summary Table:
	Factor
	Description

	Strengths
	Strong brand reputation, prime location, highly trained staff contribute to customer satisfaction.

	Weaknesses
	Scalability challenges, operational inefficiencies, staffing shortfalls impact service quality.

	Opportunities
	Technological integration, enhanced training programs, partnerships offer avenues for improvement.

	Threats
	Competition from new hotels, economic uncertainties, technological disruptions pose risks.


(Source: Eliyana, 2019)
Such a SWOT analysis allows clarifying the internal strengths and weaknesses of The Ritz-Carlton, Tokyo as well as the external opportunities and threats that may arise during the process of the service delivery improvement. It acts as a tool for strategy development to exploit the available competitive advantages, eliminate drawbacks, utilize opportunities, and protect the organization from risks (Eliyana, 2019).
Recommendations and change management
Strategic Recommendations
Resolving the service delivery issues during rush hours at The Ritz-Carlton, Tokyo entails a deliberate strategy that addresses the root causes of the problem. The following key strategies and actions are recommended to mitigate the issue effectively:
Dynamic Staffing Model:
● Rationale: The dynamic staffing model should be implemented which will adjust the workforce based on the instantaneous occupancy and service demand data.
● Targeted Aspect: Provides staffing covers during holidays and lunch hours to meet with guest flow and customer satisfaction (Vasylieva and Skrynnyk, 2020).
Process Optimization:
● Rationale: Simplify service processes and workflows, especially during the busy hours of the day.
● Targeted Aspect: Promotes operational efficiency, removes service bottlenecks, and boosts guest satisfaction by offering high quality and fast service.
Technology Integration:
● Rationale: Make use of advanced technologies such as digital check-in/out systems and mobile applications for individual service requests (Kassar and Singh, 2019).
● Targeted Aspect: Improves guest experiences, automates tasks for the staff, and speeds service delivery creating a high-level guest satisfaction
Enhanced Training Programs:
● Rationale: Design targeted training programs that cover subjects like peak time administration, stress management, and guest interaction quality (Ugwu and Onyancha, 2019).
● Targeted Aspect: Empowers staff with skills and strategies to manage high-pressure situations successfully and allows excellent services during peak hours.
Feedback Loop Enhancement:
● Rationale: Improve the guest feedback process to deal with immediate concerns and make possible immediate service recovery.
● Targeted Aspect: Working out guest issues proactively, preventing them from escalating, and enhancing perception of service quality.
Detailed Explanation of Recommendations
Dynamic Staffing Model:
● Dynamic staffing model enables The Ritz-Carlton to synchronize the staffing levels to the guest demand, particularly in the peak operational hours. This approach entails the use of on-the-fly data analytics to predict the number of guests and the consequent staff adjustments (Samper and Okumus, 2019). Take for instance there would be more staff during anticipated high-traffic periods like check-in times or dinner service to handle heightened demands for service, consequently, reducing waiting time and improving service efficiency.
Process Optimization:
● The process optimization involves examination and fine-tuning of existing service processes with the purpose of increasing effectiveness and better provision of service. This can result in the change of workflow patterns, the optimization of resource allocation and the introduction of standard operating procedures for peak times (Saukko, Aaltonen and Haapasalo, 2020). For instance, simplifying the check-in procedures by digitizing documents and applying automated systems may be an effective way to speed up the check-in process and help guests avoid long waits.
Technology Integration:
● Use of modern technologies like electronic check-ins/outs, mobile apps for guest services, and data analysis platforms can turn service delivery upside down. As an illustration, rolling out a mobile application that enables guests to indicate their preferences in advance, make service orders and obtain live updates can make personalization and convenience better, guests will be satisfied more (Heide et al., 2020).
Enhanced Training Programs:
● Creating training modules dedicated to peak time management, stress control, and guest interaction quality is necessary if the staff is to have enough tools and mindset to succeed during high-load periods (Spicer, 2020). Training sessions may involve simulations, role-playing activities, and stress management tactics so that the employees would be ready to respond effectively during the hectic hours.
Feedback Loop Enhancement:
● The guest feedback process can be enhanced by using the feedback forms to guests during their stay and timely resolving of any issues. This may include having dedicated staff for handling guest feedback, the use of automated systems for feedback collection, as well as proactive communication with guests to address their complaints (Griffin, Phillips, and Gully, 2020). Through this, the hotel can identify and correct service disruptions in real-time which would avert ruining the experience of the guests.
These strategic recommendations are aimed at tackling the systemic issues identified in the previous review. Through a dedicated application of proactive and data-driven approaches, The Ritz-Carlton, Tokyo, can increase operational efficiency, boost guest satisfaction, and continue its reputation of service excellence in the competitive luxury hospitality market (Hillmann and Guenther, 2021).
Implementation of Recommendations
The service delivery problem at The Ritz-Carlton, Tokyo, can be effectively solved only through a systematic approach with a set of timelines, assigned responsibilities, and resources. Below is a step-by-step implementation plan for each recommendation:
Dynamic Staffing Model:
● Timeline: By the end of 3 months.
● Responsible Parties: Operations Manager, HR Manager.
● Resources Needed: Occupancy data in real time, staff scheduling software.
● Implementation Steps:
• Carry out a comprehensive historical occupancy patterns and peak service demand hours analysis (Isensee et al., 2020).
• Collaborate with the HR team to produce a flexible staffing model that is based on data insights (Sulbout et al., 2022)).
• Train the necessary staff on the usage of the new staffing model and scheduling software.
• Monitor and adjust the staffing levels in real-time using occupancy forecasts and guest arrivals.
Process Optimization:
● Timeline: Launch now, an ongoing process.
● Responsible Parties: Operations Manager, Operation Improvement Team.
● Resources Needed: Process mapping tools, staff feedback.
● Implementation Steps:
• Conduct a comprehensive analysis of the current service processes and pinpoint those that can be optimized.
• Involve frontline staff into process improvement workshops to identify problems and suggest ideas.
• Create and execute new operational platforms for peak hours that are based on efficiency and guest satisfaction (Hamouche, 2023).
• Continuously monitor process performance and constantly use feedback for further improvements.
Technology Integration:
● Timeline: Roll out in steps over 6 months.
● Responsible Parties: IT Manager, Guest Experience Team.
● Resources Needed: Mobile app development, digital check-in/out systems, and training materials.
● Implementation Steps:
• Assess current technological infrastructure and identify gaps in integrating it.
• Collaborate with the IT department and create an app for guests with services such as pre-check-in options and service requests.
• Develop digital check-in and check-out systems to speed up guest arrival and departure services.
• Organize training programs for the staff on how to use the modern technology and how to deal with the guest interactions on digital platforms.
Enhanced Training Programs:
● Timeline: Begin with 2 months training, continuous training
● Responsible Parties: Training Manager, Departmental Directors.
● Resources Needed: Training kits, simulators, stress management resources.
● Implementation Steps:
• Evaluate existing training programs and draw up deficiencies regarding up to point management and stress handling (Shrestha, Menahem and Krogh, 2019).
• Write customized training manuals that are specialized on providing effective services during the high-demand periods.
• Carry out training sessions that involve real life situations, such as the simulated and role-playing scenarios so that staff can be well-equipped.
• Check on the staff progress and give ongoing coaching as well as support on the continuous improvement (Hamouche, 2020).
Feedback Loop Enhancement:
● Timeline: Instantaneously launch, continuous monitoring.
● Responsible Parties: Guest Relations Manager, and Front Desk Staff.
● Resources Needed: Feedback collection systems, as well as guest communication protocols.
● Implementation Steps:
• Automated feedback collection systems at different points through the guests' travel experience should be made available.
• Assign trained staff to monitor feedback immediately for rapid crisis management (Doepgen et al., 2021).
• Set up communication protocols to address customer concerns and track solution follow up.
• Consistently study feedback information to pinpoint a common denominator and then take proactive action on it.

Integration of Technology and Operational Adjustments:
● Humanization of Technology integration includes using digital devices like mobile apps to increase guest services and digital check-in/out systems to make things easier and better for guests.
● The operational changes involve the modification of the service procedures, allocation of the workflow patterns and training on use of the innovative technologies effectively (Radziwon and Bogers, 2019).
By implementing this action plan stage by stage in conjunction with the IT automation and process reengineering, The Ritz-Carlton, Tokyo will be able to tackle the mentioned service delivery issues, boost efficiency, and succeed in improving the level of guests’ satisfaction, thus maintaining its leading position in the luxury hotel sector (Harsch and Festing, 2020).
Change Management Strategies
Changing things well in The Ritz-Carlton, Tokyo, requires employing change management that streamlines the process while getting a positive response from employees as well as shareholders. The following approaches will foster a positive reception of changes:
Training Programs: According to Otoo (2019), construct the training programs that are inclusive of knowledge and techniques of new systems, technologies and service standards and train the staff accordingly. Adding laboratory work, simulation exercises, and role-playing activities will make the learning process easier and more effective.
Communication Plans: Develop effective and transparent communication channels for sharing with the staff and all the major stakeholders about these changes, benefits, and the rationale behind them. Using multiple communication channels like meetings, newsletters, emails, and intranet notifications is what will keep everybody informed and involved (Jabbarzare and Shafighi, 2019).
Involvement Techniques: Incorporate your staff and stakeholders in the change process by soliciting their opinions, suggestions, and overall participation. Facilitate people to be involved in decision making, problem identification, and solutions generation so that they can take accountability and work towards the goals (Rehman and Iqbal, 2020).
Leadership Support: See to it that the change will be consistently supported and aligned all the way through the process. Leaders’ ought to manifest enthusiasm, aspiration, and compassion, allowing them to facilitate prowess, inspire staff and stakeholders, and offer encouragement where it is needed (Kurdi and Alshurideh, 2020).
Through these change management tactics The Ritz-Carlton, Tokyo, can foster a good organizational culture, fight against resistance to change, and ensure an efficient transition with improvement in service quality and operation efficiency (Pham and Jabbour, 2019).
Cost-Benefit Analysis
The implementation of recommended strategies at The Ritz-Carlton, Tokyo, incurs certain costs but also offers significant benefits:
Costs:
● Investment in technology integration (mobile apps, digital systems): Near-term expenses of development and deployment.
● Training programs: Expenses related to the planning, execution and evaluating of training for the staff.
● Feedback loop enhancement: Costs linked to building up of survey collection tools and their dedicated supervision (Kostera and Harding, 2021).
Benefits:
● Improved operational efficiency: Efficient processes coupled with technology integration that eliminate wait times, errors, and operational hurdles are supported.
● Enhanced customer satisfaction: due to them, there will be much better service delivery, personalized experiences, and faster response times that results in guest satisfaction (Lombardi, 2019).
● Increased revenue: In addition to higher customer satisfaction and elevated service levels, repeat customers and favourable evaluations, online as well as offline, will contribute to more revenue. The bottom line will be determined by this.
The implementation of the presented suggestions brings expected results of the higher efficiency level, better customer service, and profit growth that justifies the investments (Lokuge et al., 2019). Regarding The Ritz-Carlton, Tokyo, the outlook for the long-term gains in competitiveness, market positioning and guest loyalty is much brighter than the costs it must bear at this moment. Therefore, this is a strategic and valuable investment.
Action Plan
	Problem
	Solution
	Desired Outcome
	Time Scale
	Budget

	Inconsistencies in guest service during peak times
	Implement dynamic staffing model based on real-time occupancy data
	Reduced wait times, improved service personalization
	Within 3 months
	Moderate

	Slow response times in customer service
	Streamline processes and workflows, optimize resource allocation
	Smoother and quicker service delivery
	Ongoing
	Low to Moderate

	Decline in guest satisfaction during high-demand periods
	Integrate advanced technologies for digital check-in/out and mobile app
	Enhanced guest experiences, reduced manual workloads for staff
	Roll out in phases over 6 months
	Moderate to High

	Staff inadequately prepared for peak time management
	Develop specialized training programs focused on efficiency and guest interaction quality
	Empowered staff, improved performance during peak periods
	Start within 2 months, ongoing training
	Low to Moderate

	Inadequate guest feedback loop and service recovery
	Enhance feedback collection systems, assign dedicated staff for real-time service recovery
	Proactive service management, improved guest satisfaction
	Start immediately, ongoing monitoring
	Moderate



The action plan below is to deal with identified problems at The Ritz-Carlton, Tokyo, the inconsistencies in guest service during peak seasons, the slow response times in consumer service, the decline in guest satisfaction, the staff inadequacies in handling peak periods of time, and the inadequate guest feedback loop (Lam et al., 2021).
To resolve staff service inconsistency during a peak period, the action plan intends using a staffing model which is responsive to real-time occupancy data. This solution aims at reducing the waiting times, improving the personalization of the service, and at the same time, ensuring that the hotel can efficiently handle demands in guest numbers (Liebowitz, 2019). The eventual result should be that the service delivery process is smoother and more responsive. This project will run for a three-month period and requires a minor cost commitment.
Fixing the problem of slow response times in customer support needs changes in procedures, allocation of resources and improvement of working processes. Our goal in these continuous improvement activities is to make the service process increasingly streamlined, with guests enjoying the service as such (Mom et al., 2019). The related cost for this project is classified as low to moderate.
Addressing guest dissatisfaction as an effect of high demand period is in the plan of action which is going to integrate advanced technologies like digital check-in/out systems and a mobile app for personalized guest services (Miao et al., 2019). A phased process over a span of six months is designed to improve the guest experience, decrease the workload of staff, and bring efficiency into operations. The cost related to this project is limited as moderate to high due to the investment on the technology and development.
According to Mikalef and Gupta (2021), the action plan has courses specialized in efficiency and quality services to be implemented, to resolve the staff deficiencies during peak hours. This initiative, launching within 2 months and continually lasting, aims at enhancing staff and making sure the job is done properly during peak hours. The rated cost for this training program is categorized as low to moderate.
Also, strengthening customer feedback loop and service recovery strategies entails adopting improved systems of feedback collection, designating dedicated staff for real-time service recovery and stay proactive in-service delivery. Accordingly, this monitoring and improvement process, which is expected to bring better levels of guest satisfaction and more proactiveness in addressing guest complaints, will be continued (Pratama, Suwarni and Handayani, 2022). The financial categorization for this program is moderate.














Conclusion
The consultancy report prepared for The Ritz-Carlton, Tokyo, which is a very thorough analysis of the hotel`s challenges, strategic recommendations, and the action plan for the proper implementation of the recommendations, represents the work done by the consultants. The report pursued the details in essential areas like guest service inconsistencies, slow response times, dropping customer satisfaction levels, staff preparedness, and effectiveness of feedback instruments. Its goal was to give valuable information and operations tools that would improve the hotel efficiency and elevate the quality of the guest experience.
Using PESTEL (Political, Economic, Social, Technological, Environmental, and Legal) and SWOT (Strengths, Weaknesses, Opportunities, Threats) frameworks, the report performed a thorough analysis. This analysis has highlighted for us both external and internal factors that impact on the hotel's performance, pinpointing key areas of improvement and the risks, as well as the challenges that we could be facing. The strategies given were purposely designed to handle the problems mentioned above, the staffing teams, the advanced technology solutions, the specialized training programs, and the real-time feedback mechanisms to address and capture the guest’s concerns quickly.
[bookmark: _Int_hboMbQcN]This action plan was the detailed roadmap, well-crafted so that it described every problem area, solutions, the results expected, timeframes set, and costs to be incurred. All the initiatives within the action plan were deliberately in line with industry best practices and the hotel's strategic priorities, consequently forming a coherent and purposeful approach towards the purpose of overcoming the set challenges.
The report focussed on the critical importance of continuous process improvement, innovation, and total customer satisfaction within the hospitality industry. This collaboration between Global Hospitality Insights and The Ritz-Carlton, Tokyo, mirrors a shared aim of achieving excellence and long-term development. Assured of the effectiveness of the proposed strategies and action plan, their implementation is expected to result in concrete improvements in efficiency, increase the level of guest satisfaction, and, consequently, improve the overall performance of The Ritz-Carlton. This will also strengthen the statue of the hotel as a distinguished market leader in luxury hospitality, breaking new grounds in terms of service excellence and guest-focused Ness.
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