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The consultancy report is about addresses the definite system of operational and management challenges that are currently faced by Heraklion Hotel. It is known as the prominent hospitality to the establishment of the cultural and tourist management of the hub of Heraklion, Crete, Greece. The hotel is based in a strategic location near the Venetian Harbour and uses a blend of historical charm with modern amenities. The report has presented the encountered system for the significant labour disputes while culminating the planned staff strike in the month of April 2025. The issues are disrupted in daily operations, threatening guest satisfaction and imposing risks based on reputation and financial performance. The report offers a definite learning of the emerging issues and offers possible recommendations, and restoring operational stability with the enhancement of the management effective system. The report has provided a detailed background of Heraklion Hotel, outlining the prime location, room processes, and description of the tourism economy. It develops an understanding of Apex Organisational Solutions, where the consultancy firm engaged in managing the diagnosis and solutions to the operational and management problems of the hotel. The hotel management offers extensive experience in hospitality consulting services, leveraging effective management with the use of proven analytical frameworks like STEEPLED, SWOT, and TOWS for the implication of the structured and definite evaluation of the deliberate factors working internally and externally and influencing the definite performances of the hotel. The report offers an effective examination of the issue on the basis of the core problem that stems from the unresolved labour disputes. It seems to increase the wage issues, lack of management in the working conditions, and lack of providing effective employee rights. The failure seems in reaching to a satisfactory level of the collective labour agreement is leading to heightened tensions within the management and staff members to undermine the morale and lack of operational efficiency. 
The report develops an understanding of labour issues that are compounded by the consideration of some outdated management practices, the implication of poor communication, and the use of insufficient investment for workforce development. It seems to be contributing to the inefficiencies in the operational disruptions and inconsistencies in the overall service delivery system. The implementation of the STEEPLED analysis is associated with the multidimensional view of the external environment that impacts the management and operations of the Heraklion Hotel directly. Social factors seem to increase the emphasis on labour rights and the use of definite ethical employment practices, whereas technological factors determine the need for digital tools for improvements in operational efficiency. Economic pressures have developed the understanding of the inflation and management of the tourism seasonality and the complicated labour negotiations with ineffective financial planning. Political and legal frameworks in Greece have empowered unions by implicating the strict compliance management system, and environmental and demographic trends seem to be influencing the expectations of guests and workforce availability in the market. Ethical considerations seem to provide stress for maintaining the fair treatment of employees and increasing brand integrity in the competitive market. The implication of the SWOT analysis identifies the strengths like attractive location and brand reputation, whereas the weaknesses are based on the outdated facilities and straining in the labour relations. Opportunities are associated with market expansion, management of digital transformation, and use of sustainable practices, whereas the threats determine the economic volatility, use of competitive pressures, and description of the reputational damage from all the definite labour disputes. The TOWS matrix helps in translating the potential insights towards strategic options. 
The report presents the strategic recommendations focused on the creation of labour relations and the consideration of transparent and constructive negotiations. There are some possible investments in staff training and the use of technology that will help in enhancing the operational processes. The adaptation of eco-friendly initiatives and marketing expansion will help in attracting a diverse range of tourist segments. The consideration of legal and ethical compliance will help in avoiding future disputes and reinforcing the hotel’s commitment to maintaining an effective employee welfare system. The strategies are applied to make effective measures to the stabilised system of the operations, improvements in the service quality, and strengthen overall management for maintaining the competitive position. The potential implementation plan helps in fulfilling the recommendations such as the formation of the labour-management committee, scheduling of the staff training, launching of attractive targeted marketing campaigns, and management of the compliance audits. The plan will help in setting the timelines and incorporating effective mechanisms for the management of the progress and adaptability measures. The implementation of the change management strategy allows the hotel management to foster a culture of collaboration with effective transparency and consideration of frameworks like Kotter’s 8-Step model for guiding the effective transition. The management uses leadership commitment, management of a continuous communication system, and staff involvement to be highlighted as one of the successful factors. The report has designed the staff engagement and communication plans for the maintenance of morale, encouragement of feedback, and implication of the inclusivity to use all levels of the employee with possible shifts. The report uses a clear description of the successful metrics and KPIs for measuring the impact of implicated strategies. The KPIs are based on the employee satisfaction scores, rates of staff turnover, and level of guest satisfaction. Therefore, the consultancy report offered Heraklion Hotel a definite system of a comprehensive roadmap to manage efficiency in the operational and management challenges in the competitive market. 
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The Heraklion Hotel is located in the area of Heraklion, Crete, Greece. The chain of hotel is distinguished with the establishment considered as the blending historical charm with the provision of all modern hospitality features (Shukla et al., 2023). The hotel is situated near the Venetian Harbour and also considered the historic feature of the old town. The hotel offers greater services to the guests such as easy access to manage the cultural landmarks, nearby markets, and also scenic waterfronts. The property offers larger rooms and suites for reflecting the synthesis of the contemporary design and local features of the artistic influences. The hotel group is catering leisure and business travellers (Zerva et al., 2024). The strategic location and attractive amenities such as conference facilities and a wellness centre offers greater and greater management of the hotel in the tourists and business sectors of Europe. 
[image: Best Hotels in Heraklion Crete for 2025!- SecretGreece]
Source: (Shukla et al., 2023)
Despite of the prime location and implication of the attractive heritage, the Heraklion Hotel is also facing some critical challenges associated with the operations and management (Vourdoubas, 20245). The issues threatens the competitive position and level of guest satisfaction. The issues manifest towards the provision of the inefficiencies in the management of daily operations, staff management and coordination, and effective service delivery. The issue is leading towards the decreases in the guest experiences and also greater revenue losses. The hotel offers the competitive nature in the hospitality industry in Heraklion that is coupled with direct management of customer expectations and consideration of the external market pressures due to the emerging problems (Tajeddini et al., 2023). It is essential for the hotel management to reduce the operational and management challenges for the maintenance of the reputation and achievement of the sustainable growth in the competitive landscape. 
[image: Chart: Online hotel reviews are more important to consumers than star  classification | Statista]
Source: (Szende et al., 2021)
The report is based on the consultancy firm who specializes in the description of the hospitality management consulting and offers significant focus on the management of operational excellence and implication of the strategic transformation. From the decade of experience working with the operations in hotels in all over the Europe, the firm provides diagnosing system of the complex organisational issues and solutions associated with the definite tailored solutions (Raras et al., 2024). The services of the firm are helpful for the hotel industry Europe to make enhancement in the efficiency, higher level of customer satisfaction, and increase in overall profitability. The multidisciplinary team has a wider knowledge with implementation of the advanced analytical tools for the delivery of the actionable insights and provision of the strategic recommendations to the valued clients.
[image: ]
Source: (Stavrinoudis et al., 2022)
The report focuses on the operational and management issues emerging at Heraklion Hotel with the creation of the business frameworks and implementation of the definite management of the emerging issues and related facilities. The application of the STEEPLED framework is based on examining external factors impacting on the operating environment of the hotel. Internally, the report applies SWOT analysis for the identification of the related factors. The TOWS matrix is also used for the development of the strategic options and leveraging the internal with reducing external issues in the services. Therefore, the integration of the frameworks allows a holistic assessment for learning the internal dynamics and external pressures to fulfil the operations and management. The frameworks develops relevant recommendations for the situational analysis that are facilitating strategic alignment towards the competitive realities and management of efficiency in the organisational capabilities (Mingotto et al., 2021). The report helps the hotel to make implementation to the effective interventions and restoring the operational efficiency, strengthening the management structures, and securing the position as a largest and premier hospitality destination in the chain of Heraklion Hotels (Lee et al., 2023). The report offers detail on findings, analyses, and provision of the strategic recommendations for the tailoring of the unique context and related aspirations in the hotel. 
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The Heraklion Hotel is the greater player for providing vibrant tourism to the customers in the Heraklion, Greece. The hotel is grappling with the issues based on the operational and management policies that are culminated in labour unrest and some untrained and unskilled staff. The turnover rates in the sector is estimated as 25% increases in 2023 from previous years (Menegaki, 2024). The description of the challenges are based on maintaining relationship between hotel management and employees that is primarily associated with the wage disputes, differences in the working conditions, and lack of provision to the labour rights. The issues threatens the smoother functions and operations that impacts directly on the reputation and abilities of the workers to deliver quality service to all the customers in a competitive sector of hospitality (Moloni and Metaxas, 2023).
The issue impacts as the failure to make local collective labour agreement and fulfilling the demands of the staff members. The Hotel Employees’ Union of Heraklion demands for the substantial increases in the wages for making increases in the cost of living, enforcement of the labour rights like use of the 11-hour rest policy, and provision of the relief from continuous working system that is becoming prevalent (Menegaki, 2024). There are several negotiation attempts offered by the hotel management foe the filament of the demands whereas, the increase in the tensions leads the decisions towards strike and created the critical breakdown between the communication and trust of the staff and hotel management. The operational impact of the dispute presented by staff and labour profound. The staff shortages applied on the strikes or lower morale that made disruptions in the hotel services such as housekeeping and efficiency in the front desk operations for the management of food and beverage services.
Therefore, there is a significant risk of the disruption that impacts negatively on the guest satisfaction and consideration of the cornerstone for the successful use of the business model. It seems that the guests’ demands are higher at the peak tourist season. Moreover, there is a potential for the provision of the prolonged industrial action that threatens towards the brand image of the hotel, management of the customers, and increases in overall revenue (Marinakou et al., 2024). The services are offered in the industry where the customer experience is profound that needs reduction in the operational instability and use of the long-lasting effects towards profitability and success. The management of the hotel determines that the issue implicates deeper systemic problems based on the inefficiencies of the workforce management, lack of employee engagement, and lack of strategic planning. Hsu et al. (2022) stated that the reliance management of hotel on the outdated labour practices and implication of the reluctance towards addressing of the employee grievances reflect on the disconnections between management priorities and definite consideration of the workforce needs. The misalignment seems lack of staff motivation and overall productivity that are leading towards several inefficiencies and makes increases in the operational costs. 
There is a failure for proactive engagement with the employees as considering the tourist season and managing the lack of foresight. It allows strategic human resource planning that is essential for providing efficiency in the service standards and maintenance of the operational resilience (Ghani et al., 2022). Therefore, the operational and management issues at Heraklion Hotel are profound that impact on the labour relations, management of employee welfare, and consideration of efficiency in the strategic organisational challenges (Li et al., 2021). The ongoing dispute impacts on the urgent need of the hotel to make revisiting of the management practices and efficiency in the labour policies. 
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	Factors
	Analysis

	Social
	The social environment in the hospitality in Greece is broadly characterised with providing the stronger emphasis on the labour rights and development of the community cohesion. The industry seems influencing with the employee expectations (Dimitrios et al., 2023). The hotel staff seems demanding for fair wages and implication of the better working conditions that reflects directly on the growing system of the social awareness and assertiveness within the workers who are working in the tourism-dependent sector. 

	Technological
	Technological advancements in the Greece’s hotel industry is considered digital for the management of the booking platforms, use of the mobile check-ins, and automation system for the successful customer service. It seems in increasing the guest expectations for seamless and make efficient resources over the experiences (ÇATIR and ÖREN, 2021). However, there are some operational disruptions that are associated with the working policies of the labour strikes hinder the effective management of the applied technologies. 

	Economic
	The economic aspects in Greece are based on the increasing rates of inflation by 32% in 2023 (Dimitrios et al., 202). It impacts on the cost-of-living that directly impacts on the labour management and relations of the hotel. Staff seems demanding for the provision of the higher wages that are driven by economic pressures on the services of the household budgets (Velissariou and Georgedaki, 2022). Additionally, the tourism sector of Greece is also associated with the seasonality features that makes some operational disruptions during peak time and lead towards significant losses in the overall revenue.

	Environmental
	Environmental sustainability seems increasing the importance in the hospitality industry Greece that offers favouring abilities and features to the guests and visitors. The hotels are equipped with the eco-friendly practices, however, due to the immediate implication of the current operational issues, the environmental policies influence on the measures taken for the operational costs and management of the staff workloads (Belias and Trihas, 2022). The hotels face waste management and increases in the energy-saving initiatives. The hotel needs implication of the operational changes to manage the environmental commitments.

	Political
	The political environment in Greece’s hospitality industry is associated with the implication of effective and appropriate labour laws and union activities. Chen (2023) elaborated that it seems in playing a greater part for shaping effective management of the operational landscape. The stronger presence of labour unions and application of the legal protections are helpful for the workers to empower the services and make negotiation to the collective agreements. Political stability and use of the government policies are helpful for the success of the tourism development and reducing negative effects on the operational management system.

	Legislative
	Legal considerations is considered central for the provision of the ongoing dispute at the hotel industry Greece. There are some compliance management with the application of the labour laws such as use of the wage regulations, management of the working hours, and employee rights that are mandatory for the success of the services (Aimilia, 2021). There are some failure to manage efficiency and satisfactory system of the collective labour agreement that makes the hotel effective to fulfil the legal risks like strikes, related penalties, and also kinds of reputational damages. 

	Ethical
	Ethical management practices are helpful for resolving the hotel’s operational challenges. The ethical treatment are based on the services of the employees towards management of the fair wages, reasonable system of the working hours, and provision of respect for the fulfilment of the labour rights as the definite legal obligation and considered the moral imperative for influencing the employee morale and management of the public perception (Zerva et al., 2024). 

	Demographic
	Demographic trends are based on the composition of the local workforce and management of efficiency in the tourist profiles that affect directly on the operational dynamics of the hotel industry (Vourdoubas, 2025). An aging in the local labour pool seems contributing to the staff shortages and make increases in the difficulty for making recruitment of the skilled employees. 
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	Strengths
	Weaknesses

	Strengths are considered the internal attributes that offers efficiency to the Heraklion hotel with a definite system of the competitive edge. The hotel has a prime location, stronger brand reputation, management of the skilled employees, excellent provision of the customer service, and implication of the superior amenities (Bloisi, 2021). A hotel is located in a developed region of the tourist hotspot with a loyal customer base and gains higher online ratings for leveraging the strengths (Velissariou and Georgedaki, 2022).
	Weaknesses in the Heraklion Hotel offers internal limitations that makes underperforming practices as compared to the competitors. The services are based on the outdated facilities, implication of the poor staff retention, inefficiency in the management system, and implication of the weaker marketing efforts (Tajeddini et al., 2023). There is a lack of identification of challenges that needs addressing of the operational inefficiencies for the improvements in the guests’ experiences. 

	Opportunities
	Threats

	Opportunities are considered the external factors that the Heraklion Hotel seems exploiting to the management of growth and makes improvements in the overall market position (Szende et al., 2021). There is an increase in the tourism trends, management of the technological advancements, consideration of the markets, and use of the new customer segments (Tavitiyaman et al., 2021). 
The hotel management adopts different types of digital marketing strategies and implements eco-friendly practices for the increase in the revenue management and enhancement in the reputation of the business. 
	Threats are the external challenges that are faced by the Heraklion Hotel and making harms to the business in the competitive sector. The hotel faces fierce competition, increases in the economic downturns, changes in the regulatory features, and shifting in the consumer behaviour (Shukla et al., 2023). 
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	Factors
	Analysis

	SO (Strengths- Opportunities)
	A Heraklion Hotel offers stronger system for the brand reputation with loyalty in the customer base. It seems in expanding the services of the tourism in the competitive markets (Stavrinoudis et al., 2022). The hotel launches the targeted marketing campaigns with the implementation of the new services and attraction of larger numbers of guests (Tanveer et al., 2024). The alignment of the strengths with opportunities helps in increasing the overall growth of the Heraklion Hotel. 

	ST (Strengths- Threats)
	A Heraklion Hotel offers services with the provision of the excellent customer management. The hotel has some loyal clientele that implement efficiency in the customer retention programs. It seems in enhancing the loyalty rewards for the management of the emerging competitive pressures. The consideration focuses on the strengths where the hotel seems reducing the impact of threats from the competitive landscape (Raras et al., 2024).

	WO (Weaknesses- Opportunities)
	A Heraklion Hotel has some outdated facilities that are notices an increase in the overall demand for the provision of the eco-friendly accommodations to the customers. There must be investments in the development of sustainable renovations and provision of the green certifications for the attraction of the new customers and improvements in the overall market position (Mingotto et al., 2021). WO strategies are helpful for reducing the weaknesses and development of the strengths with the opportunities with the help of innovation.

	WT (Weaknesses- Threats)
	A Heraklion Hotel seems struggling with the management of poor practices (weakness) and facing a definite system of downturn in the tourism due to the implication of the political instability (threat). It seems in selecting the downsize operations, restructuring of the management, and formation of the strategic partnerships for the reduction in the exposure (Poli et al., 2024). 



[bookmark: _Toc199913428]Recommendations Based on the Change Management Strategies
The Heraklion Hotel is recommended to implement resources for the improvements in the labour relations. It needs engagement with the transparent and definite system of the constructive negotiations and management of the staff unions (Mouazen et al., 2023). It needs establishment of the fair wage agreements and provision of the better working conditions. The hotel management is responsible for make strategies that prevent the strikes and manage efficiency in the operational disruptions (Lv et al.¸ 2022). 
It is essential for the hotel management to invest in the staff training and provision of the modern workforce technologies for the improvements in the operational efficiency and making increases in the overall employee satisfaction (Li et al., 2021).
[bookmark: _Toc199913429]Use of Kotter’s 8-Step Framework for Change Management
[bookmark: _Toc199913430]Creation of a Sense of Urgency
Kotter's approach begins by creating urgency for change. In Heraklion Hotel's case, the ongoing labour dispute, staff discontent, and service inefficiencies directly threaten the reputation and profitability of the hotel (Legrand et al., 2022). To deal with these challenges, the management of the hotel should communicate in a transparent and honest manner to the staff as well as the stakeholders while focusing on their collective responsibility for guest satisfaction and the well-being of the business (Khatter, 2023). 
[bookmark: _Toc199913431]Formation of a Powerful Coalition
To successfully execute the change, Heraklion Hotel has to establish a coalition of powerful leaders within the organization to spearhead the transformation. This coalition will consist of senior management, human resource experts, department managers, and key stakeholders (Buhalis et al., 2024). The major role of the coalition will be to promote the changes, build credibility among the staff, and encourage their participation in the different system (Ioannidis et al., 2021). 
[bookmark: _Toc199913432]Establishing a Vision for Change
There has to be a clear and compelling system for the future that directs the process of change. For Heraklion Hotel, the vision should be for a working environment in which the staff feels valued, appreciated, and rewarded fairly, resulting in a more productive and better-energized group of workers (Sorin and Sivarajah, 2021). 
[bookmark: _Toc199913433]Communicating the Vision
Once the system has been determined, it should also be shared with all the employees. Transparency and honesty are the keys to building commitment and reducing resistance (Fauzi., 2023). Hotel management should have frequent meetings and written communications and provide channels of feedback (Knani et al., 2022). 
[bookmark: _Toc199913434]Empowerment of the Broad-Based Action
At this point, the hotel must do away with any challenges to the concerned allocation of the transformation. In the decsription of Heraklion Hotel, this might include revising old labour laws, increasing the quality of the training programs, and opening channels of communication between the administration and the personnel (Tang, 2019). It is important for management to grant the staff the tools, jurisdiction, and support to work proactively towards the achievement of the vision (Dwivedi et al., 2024). 
[bookmark: _Toc199913435]Generation of the Short-Term Wins
In order to create momentum for the initiative for the differences, the hotel must concentrate on gaining short-term wins (Kim et al., 2025). These can consist of solving relatively small but influential problems, for example, employee concerns, improving the working environment, or improving everyday processes (Elshaer et al., 2023). 
[bookmark: _Toc199913436]Consolidation of the Gains and Produce More Change
As positive results mount up in the short term, the hotel will need to concentrate on cementing these results and promoting ongoing improvement (Wood, 2024). The next phase involves building on early successes to challenge more complex problems, for example, to reform the staff management system or to improve training and development schemes (Kumar et al., 2024). The coalition must continue to push the process of change and keep the organization aligned with its vision (Hall et al., 2023). 
[bookmark: _Toc199913437]Managing the Changes in the Culture
The last phase consists of embedding the changes in the culture of the hotel. For Heraklion Hotel, this will include incorporating the new labour policies, management techniques, and employee involvement strategies into day-to-day work (King et al., 2021). It is important that the hotel maintains a good working environment and that the staff feel appreciated and respected (Wen et al., 2023). 
[bookmark: _Toc199913438]Implementation Plan for Each Recommendation  
The implementation plan for the operations of the Heraklion Hotel is based on the joint labour-management committee for the provision of transparent negotiations. It will allow addressing of the staff concerns, including management of wages, working responsibilities, and use of the collective agreements (Tanveer et al., 2024). The committee will follow all requirements based on the system for ongoing dialogue, monitoring and tracking of the progress, and providing solutions to the disputes before making effective escalation (Chauhan et al., 2024). The hotel should maintain effective timelines for considering the agreements, with definite milestones for drafting, effective reviewing, and finalising new labour policies (Sung and Kim, 2021). 
The hotel will offer a targeted marketing campaign to determine the prime location and cultural heritage and attract new tourist segments while fostering occupancy rates. The process will help in updating the digital presence of the hotel and making effective partnerships with the local tour operators (Morosan and Bowen, 2022). 
For the provision of legal and ethical compliance, the hotel needs to implement an effective, comprehensive audit for successful practices against labour laws and maintenance of industry standards (Mercan et al., 2021). It must be followed by the implementation of regular policies and definite procedures. There must be an audit for managing the HR department, provision of support for the legal advisors, and implementation of the external consultants as required. González-Torres  et al. (2021) elaborated that there must be regular training sessions for managing the staff and management with effective policies, the implication of greater feedback mechanism for monitoring the compliance and addressing the issues in definite manners. 
[bookmark: _Toc199913439]Change Management Strategy 
The change management strategy for Heraklion Hotel is associated with the implication of a culture of collaboration, effective management of transparency, and adaptability to determine the successful adoption of the attractive operational and successful use of the management practices (Huang, 2025). The initial stage is based on securing the leadership commitment and providing effective and clear communication of the description of changing situation of the relevant stakeholders. According to Grynko et al. (2024), it allows emphasising the benefits to make improvements in labour relations, operational management, and enhancement in the guest experiences. Management will offer related feedback and be willing to address related concerns implemented by the management on the people and concerned representatives. 
The implication of the structured change processes and framework, like the use of Kotter’s 8-Step framework, will be adopted for guiding the transition. There must be the consideration of a definite sense of determination for managing the differences, the formation of a guiding definition of significant stakeholders, and the development of a clear roadmap using short-term wins to determine the momentum (Elkhwesky et al., 2022). The hotel will be responsible for implementing potential change management training for all the managers and supervisors to make changes in the skills and enhancement of the practices that are needed to support the teams and staff members through the transition, identification of the definite signs of resistance, and implementation of the corrective actions as required (Errida and Lotfi, 2021).
There must be a continuous monitoring and evaluation system for the change management strategy. The hotel must offer feedback loops like consideration of the anonymous surveys and collection of suggestions using boxes (Edeh et al., 2022). It will help in collecting the employee sentiments and identifying the areas for additional support. Change management policies will help in managing the department and all the staff members while ensuring that positive behaviours are reinforced (Cheng et al., 2023).
[bookmark: _Toc199913440]Staff Engagement and Communication Plans 
Al-Sabi et al. (2023) illustrated that effective staff engagement and communication help in providing the successful implementation of the hotel to determine the strategic recommendations. The engagement offers regular and transparent communication from the leadership skills reasons for a change management system, expected policies, and the practices of the employee to develop effective processes. There must be some scheduled briefings, effective newsletters, and attractive updates with the use of internal communication platforms for the provision of information and alignment of the policies in an effective manner (Ali et al., 2021). For the enhancement in the engagement, the hotel must offer related workshops and interactive sessions for the staff members to make their participation in the problem-solving activities associated with the definite operational challenges and management of the service improvements (Aksoy et al, 2022). The introduction of the recognition programs will be helpful in celebrating the achievements of the employees, demonstrating adaptability, and describing new policies for achieving success. 
The communication plan will help in providing effective measures for inclusivity and accessibility. It seems to ensure that the employees are offered timely and relevant information from the management (Cheng et al., 2023). There should be multilingual materials and the use of visual aids that are essential for accommodating the diverse workforce. There are some departmental meetings for describing the convenient times and increases in the participation and use of digital communication tools for reaching the remote and considering the off-shift employees. Edeh et al. (2022) declared that there is some clear and inclusive communication that creates trust, reduces uncertainty, and ensures that staff is engaged and motivated with the use of the transformation process.
[bookmark: _Toc199913441]Success Metrics and KPIs  
For the effectiveness of the implemented policies, Heraklion Hotel needs to establish a comprehensive set of success metrics and use the Key Performance Indicators (KPIs) that are aligned with the success of the operational and management practices. Key metrics are associated with the employee satisfaction levels that are monitored using regular staff surveys and collection of feedback mechanisms to make improvements in overall morale and engagement (Grynko et al., 2024). Huang (2025) reported that KPIs use operational management while considering the rating of guest satisfaction, management of the average room occupancy rates, and provision of timely service delivery as closely monitored. 
The indicators are helpful in developing efficiency and ability with the service standards and operational efficiency to reduce the challenges (Achmad and Yulianah, 2022). The use of financial metrics such as revenue per available room (RevPAR), description of the average daily rate (ADR), and management of the operating profit margins will help in assessing the impact of a definite system of strategic initiatives based on the overall profitability and effective market competitiveness (Morosan and Bowen, 2022). The hotel needs to conduct quarterly reviews of all KPIs, management of the results against predefined targets, and consideration of the industry benchmarks to develop effective management of continuous improvement (Tanveer et al., 2024). Action plans will help in describing the performance data and effective use of the corrective measures that are implemented to address the challenges.
[bookmark: _Toc199913442]Cost-Benefit Analysis
	Category
	Short-Term Costs (£)
	Medium-Term Benefits (£)
	Long-Term Benefits (£)

	Labour Relations Improvement
	-£120,000 (union negotiations, legal fees)
	Increased employee satisfaction; reduced strike risks
	Higher employee retention; stable workforce; improved morale

	Staff Training & Development
	-£80,000 (training programs, materials)
	Improved operational efficiency; fewer service disruptions
	Enhanced productivity; better guest satisfaction; competitive advantage

	Technology Investment
	-£96,000 (booking systems, automation)
	Streamlined processes; faster guest services
	Reduced operational costs; innovation leadership in market

	Marketing & Customer Engagement
	-£64,000 (digital campaigns, partnerships)
	Increased bookings; expanded market reach
	Stronger brand loyalty; sustained revenue growth

	Legal & Compliance Audits
	-£40,000 (auditors, consultants)
	Risk mitigation; compliance assurance
	Avoidance of penalties; enhanced reputation



[bookmark: _Toc199913443]Action Plan
	Action
	Description
	Responsible Person/Team
	Timeline
	Success Metrics

	1. Establish Labour-Management Committee
	Create a joint committee for transparent negotiations on wages, working conditions, and dispute resolution.
The management is responsible for offering effective communication as a two-way process by actively considering the feedback from staff with the use of surveys, recommendation boxes, and open-door policies for all the employees to provide their concerns and offer related contributed ideas.
	HR Manager, Union Representatives
	Month 1 - Month 3
	Committee formed; number of meetings; resolution rate

	2. Implement Staff Training Programs
	Develop and deliver comprehensive training to improve service quality, customer handling, and operational skills. There must be monitoring of the staff turnover rates as the potential indicator for describing the ability and retaining the talent as the stable workforce. Additionally, there is a frequency and resolution time based on the labour disputes that must be tracked to evaluate the definite system of the new labour relations strategies.
	Training Dept, Operations Managers
	Month 2 - Month 6
	Number of employees trained; feedback scores; service quality improvement

	3. Upgrade Technology Systems
	Invest in modern booking platforms, mobile check-in, and automation tools to enhance operational efficiency. The hotel should work on the infrastructure as presented in the prime location and work to make increases in the rich cultural heritage with the expansion in the marketing efforts and targeting the tourist segments with the adaptation of the digital tools to make improvements in the guest experiences. 
	IT Department, Operations
	Month 3 - Month 8
	System implementation; reduction in service delays; guest satisfaction ratings

	4. Launch Targeted Marketing Campaigns
	Promote hotel’s location, heritage, and new services through digital marketing and partnerships with tour operators.
	Marketing Team
	Month 4 - Month 9
	Increase in bookings; online engagement metrics; occupancy rates

	5. Conduct Legal and Compliance Audits
	Regular audits to ensure adherence to labour laws and industry standards, mitigating legal risks.
	Compliance Officer, External Auditors
	Month 2 - Ongoing
	Audit reports; compliance scores; reduction in disputes

	6. Develop Staff Engagement and Communication Plan
	Create regular communication channels, feedback mechanisms, and recognition programs to boost morale.
	HR Department, Communications
	Month 1 - Ongoing
	Employee satisfaction surveys; turnover rates; engagement participation



[bookmark: _Toc199913444]Conclusion 
The report has presented the operational and management issues that are allocated by the leading hotel named Heraklion Hotel while considering the recent labour unrest and the implication of the threat of industrial action. The concerned issues are not associated with isolated incidents but with implementing the symptoms of deeper and more effective systemic problems based on the management of labour relations, consideration of outdated management practices, and identifying the lack of strategic alignment within the staff welfare and fulfilment of the organisational objectives. The hotel offers a prime location, rich value to the heritage, and the establishment of the brand to offer a stronger foundation for recovery. It allows management to take decisive actions and provision of well-structured action for addressing the emerging causes based on the discontent and inefficiencies in the operational management system.
The consultancy report has developed the idea for the hotel’s current issues that are associated with the changing labour relations, inadequate management of communication, and insufficient investment in the human capital and operational management system. The hotel faces failure to negotiate fair labour agreements, a combination of the policies with the lack of transparency, and inefficient engagement with all the staff members that have eroded overall management of trust and morale. It is threatening the service quality and management of the reputation in an efficient manner.  Additionally, there is an absence of a proactive system of workforce management and the reliance on outdated operational practices. It seems to leave the hotel vulnerable to managing all the external threats, such as economic fluctuations, increases in competition, and inefficient fulfilment of guest expectations.
The report has applied different frameworks such as STEEPLED, SWOT, and TOWS for the description of related factors internally and externally for managing performance. The analysis has presented the hotel management as significant strengths and related opportunities like the use of the location, brand equity management, and potential abilities for market expansion that are urgently addressing the weaknesses and mitigation of the threats. There must be a definite and balanced approach for the combination of the immediate operational improvements and implications of long-term strategic planning. It seems to ensure that the hotel must be resilient and make positive adaptations in the competitive hospitality landscape.
The report has elaborated the strategic recommendations for describing the collaborative nature of the labour negotiations, targeting the investments in staff training and use of technology, and the adoption of a definite system of modern management practices. It seems to enhance the culture of transparency, concerned policies of inclusivity, and development of continuous improvement, where the Heraklion Hotel rebuilds the trust with the workforce, enhances the guest experiences, and restores its competitive position in the market. The implementation based on the stronger management of change strategies, use of comprehensive staff engagement plans, and provision of clear success metrics will be critical for describing the sustainability and related effectiveness to complete the practices.
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