[image: ]




Organisational Consultancy



Radiant Sunbeam Hotel



Student Name: Raducu – Viorel Ciolpan
Student Id: 2221478
Lecturer’s name: Jaliya De Silvia
Word count: 6694
Date of submission: 03.03.2025








I acknowledge the use of Grammarly (https://www.grammarly.com/) on 03.March 2025 to check my work using the prompt(s): 
1. Please check the following text for readability, grammar and syntax. 

I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.

I acknowledge the use of Google Scholar on 03.March 2025 to check my work using the prompt(s):
1. Please check the following text for readability, grammar and syntax.

 I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.     








[bookmark: _Toc189241698]Executive summary
Since its establishment, Radiant Sunbeam Hotel developed its reputation as an establishment that delivers first-class services and luxury hotel experiences. At present the hotel struggles with major obstacles that risk its industrial dominance. The main problem was identified through market analysis and internal evaluations in the form of declining guest satisfaction as well as reduced room occupancy rates. The facility deterioration along with booking system technical limitations and non-innovative service supply have driven down occupancy and customer satisfaction at this location. The hotel faces an urgent need to change its strategies owing to rising guest expectations coupled with growing competition from Airbnb and other technology-based hotel companies in the hospitality market. This document performs a thorough assessment of the identified challenges which impact hotel performance and delivers strategic solutions to boost operational excellence as well as guest satisfaction while sustaining the business.
The key findings of this report highlight several critical areas of concern. Guests report dissatisfaction in their hotel reviews because they dislike outdated interior design and insufficient contemporary amenities as well as long booking times through digital channels. Radiant Sunbeam Hotel has yet to provide modern smart technology services to guests who seek seamless technology integration including mobile cheque-ins and automated room controls together with AI-powered customer service tools. Time-span evaluations of hotel occupancy prove that bookings have been falling consistently since three years ago, especially among young clients who value digital accessibility and convenience. Competing hotels from the same category use digital transformation alongside personalised guest experiences to build revenue streams and maintain customer loyalty according to the results of comparative market analysis. Not following this strategy has created a competitive disadvantage due to which the hotel remains.
The findings also gain support through statistical numbers obtained from industry reports and customer satisfaction surveys. The hotel has observed its average occupancy rate decrease by 15% throughout the previous two years and its competitors obtained similar or improved market shares with investments in digital and sustainability programmes. Review data demonstrates that guests have submitted a 20% more elevated number of service complaints since the implementation of new systems which have led to delays in reservations and uncustomised treatment to their guests. Staff members have expressed their dissatisfaction with outdated operational systems through engagement surveys because these systems reduce efficiency and create delays in providing service. Company financial documents confirm that declining revenue from repeat customers prompted higher marketing cost increases because the business lacks effective guest retention methods.
The current situation indicates that Radiant Sunbeam Hotel faces an escalating risk of deteriorating market position and financial results and deteriorating brand image without taking necessary corrective actions. The company's failure to transform digital operations and introduce service innovations will result in persistent revenue shortfalls since customers will select hotels that provide contemporary personalised hospitality products. Bad operational processes result in excess staff workloads and dissatisfied employees who often leave their positions thus diminishing service standards. The sector now requires businesses to adopt flexible customer-focused strategies because external economic conditions and tourism shifts after COVID-19 affect hospitality management.
A strategic intervention needs to tackle these challenges through three major areas whereby digital transformation customer experience enhancement and operational efficiency improvement must be approached simultaneously. The first recommendation entails activating a smart technology system which features three components namely AI-powered chatbots for customer help and a mobile operation system with digital profile capabilities for storing individual guest preferences. Such a system would optimise booking operations and provide superior guest interactions as well as operational effectiveness. The hotel should undertake a public area along with guest room renovation to meet contemporary design styles through sustainable practices. The hotel should instal environmentally friendly elements like energy-efficient illumination and water-saving hardware to attract sustainable-minded visitors while displaying market leadership standards. The hotel should adopt an internal service organisation with educational programmes to train staff members about digital knowledge alongside improved methods for dealing with guests. Service delivery optimisation through these innovations would empower employees and strengthen employee commitment to the organisation.
These recommended changes will create a major impact throughout the organisation. The hotel becomes capable of providing better services through digitisation due to fewer manual errors which creates premier guest satisfaction and increased guest loyalty. The hotel attractiveness level both for new guests and returning guests will rise because of facility upgrades. The hotel will benefit from operational improvements from staff training and internal restructuring that motivates employees and decreases employer turnover rates while strengthening service delivery. The hotel's financial performance will strengthen through increased earnings from higher guest stays and stable customer relations combined with strategic cost control systems. These strategic changes will establish Radiant Sunbeam Hotel as a successful competitor in the hospitality sector while maintaining sustainable growth over the long term.
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[bookmark: _Toc189241699]Introduction
The luxury hospitality brand Radiant Sunbeam Hotel maintains its position as a prominent establishment which provides premium facilities together with upscale lodging options. The hotel maintains its facility in an ideal tourist town and provides 300 rooms with dining areas together with meeting spaces and spa services plus swimming pool facilities and fitness amenities (Harkison, Hemmington, and Hyde, 2018). For twenty years Radiant Sunbeam Hotel has developed an outstanding credibility through excellent services combined with luxurious accommodations. The growing competition in the hospitality sector leads Radiant Sunbeam Hotel to battle to retain its market position and satisfy evolving customer demands (Noordzife, 2014). The hotel serves three main customer groups: professional travellers wealthy vacationers and corporate and event planning specialists who desire effortless premium accommodations. Since its long run, the hotel has witnessed decreasing revenue levels during the previous few years due to rising competition from contemporary hotel properties alongside alternative lodging services provided by Airbnb. Modern travellers tend to select boutique luxury hotels and international hotel chains because these establishments successfully invested in advanced digital transformation together with personalised guest experiences (Guttentag and Smith, 2017).
A specialised hospitality consultancy company now carries out intensive evaluations along with strategic solution proposals to help the hotel. The consultancy firm brings its extensive industry knowledge to hospitality clients because it provides professional advice about digital transformation and operational efficiency along with customer experience enhancement. Through specialised professionals in market analysis financial assessment and organisational transformation the firm provides expert service to multiple hotels which have recovered market superiority (Alrawadieh, Alrawadieh, and Cetin, 2021) The consultancy provides specialised services for advising clients regarding industry trends as well as optimising revenue management and delivering personalised hospitality solutions (Marques and Marques, 2023). The consultancy utilises data analytics with established industry practices to find Radiant Sunbeam Hotel's main challenges followed by specific recommendations for sustainable achievements.
The main concern at Radiant Sunbeam Hotel arises from diminishing guest satisfaction rates and falling occupancy because of outdated hotel facilities combined with inefficient booking technology and a lack of service development. Customer surveys show that reservation processes run too slowly technology tools are limited and service quality has deteriorated at Radiant Sunbeam Hotel. Transportation consumers who value modern utilities alongside customised assistance alongside advanced digital processes now avoid Radiant Sunbeam Hotel because the establishment remains behind their evolving standards. The hospitality industry depends on outstanding customer experience to achieve success making this situation important to resolve. The hotel needs to initiate strategic improvements because deteriorating satisfaction leads to reduced occupancy rates and lower revenue streams and damages its brand image. Radiant Sunbeam Hotel faces increased revenue losses and reduced market share together with diminished competitiveness in future years if it does not solve these challenges.
The hotel needs a methodical evaluation procedure to analyse its full operational and marketplace conditions. External factors affecting the hotel emerge from three main categories in the STEEPLED analysis, social trends, technological advancements and economic conditions as well as environmental concerns, political regulations, legal requirements and ethical considerations, and demographic shifts. Analysing these environmental factors reveals strategic forces which will either affect or create opportunities for the hotel’s future direction. Through its SOAR assessment the hotel analyses both its existing capabilities and future potential growth directives while building on Strengths and Opportunities and defining Aspirations and Results (Oh and Kim, 2017). The TOWS analysis performs a refined assessment through its mapping of Threats, Opportunities, Weaknesses and Strengths to create action plans for risk reduction and advantage utilisation (Pasaribu, Shalsabila, and Djatmiko, 2023).
Commercial success depends on established change management theories that guide organisation-wide implementation. The Kotter 8-Step Change Model provides businesses with an organised process beginning with urgency creation and then advancing to coalition development and vision communication which requires extended support for sustainable change. This model perfectly matches the hotel's transformation since it combines active leadership participation and involved employee support. The Change Management Model by Lewin consists of the Unfreeze and Change and Refreeze stages that help organisations understand procedures for initiating sustainable changes to operational processes and cultural elements (Cummings, Bridgman, and Brown, 2016). The consultancy firm will create an extensive plan to improve hotel performance through customer satisfaction growth by implementing these theoretical frameworks (Oh and Kim, 2017).
[bookmark: _Toc189241700]Analysis
[bookmark: _Toc189241701]Issue Identification and impact on the hotel
The financial standing of Radiant Sunbeam Hotel faces multiple severe issues which create adverse effects on its earnings while deteriorating user satisfaction along with its competitive marketplace position. The hotel faces intense problems with declining guest satisfaction because negative online reviews as well as reduced occupancy rates and fewer repeat visits from guests represent major issues (Radojevic, Stanisic, and Stanic, 2017). A considerable portion of hotel visitors report being unsatisfied due to outdated facilities slow service response times and inefficient staff performance (Mmutle and Shonhe, 2017). Guest experience determines market success in the hospitality industry because poor service quality leads hotels to suffer decreases in reputation together with reduced revenue (Dimitriou, 2022). Guests who feel unhappy tend to report their concerns publicly online and on social media platforms causing people to refrain from choosing the hotel (He et al, 2017).  The hotel's corporate client pool and event planning businesses may choose different venues over the present hotel since they seek better amenities that come with modernised event services.
The hotel experienced worsened problems because of operational inefficiencies which became even more problematic. Regular reservation errors together with overbookings along with delayed cheque-in and cheque-out processes occur due to insufficient investment in digital booking systems. The hotel faces competition from various providers who have deployed contemporary digital tools including contactless check-in and automated room assignment and AI-based customer support chatbot services. These advancements yield streamlined operations for their visitors. The absence of new technology infrastructure at Radiant Sunbeam Hotel causes slow work processes which creates anger among guests. Departmental communication breakdowns at Radiant Sunbeam Hotel have caused housekeeping delays along with service inconsistencies and organisational process problems which result in dissatisfied customers.
Financial losses stem directly from these operational problems in the hotel. A fall in occupancy numbers directly decreases hotel revenue which makes profitability hard to achieve. The hotel's limited budget because of reduced income hinders vital infrastructure advancement thus consistently poor guest encounters result in reduced revenues making a capital investment for service improvement impossible (Hole et al, 2019). The problematic reputation resulting from customers' negative reviews and verbal comments makes it more difficult for the hotel to gain a new customer base. Staff member morale directly suffers from both customer satisfaction decline and financial limitations facing the establishment (Nobar and Rostamzadeh, 2018). Staff working under persistent customer discontent and outdated systems and operational flaws in their workplace develop disengagement and frustration which causes a decline in productivity while raising employee turnover rates. The expenses needed to recruit new workers together with their subsequent training costs increase financial pressure on the hotel property (Michael and Fotiadis, 2022).
Competitive positioning remains an important concern for the hotel because of marketplace changes. Modern travellers have changed their preferences in hospitality since they value personalised service alongside sustainable approaches along with state-of-the-art digital experiences. The hotel faces competitive challenges because opposing businesses implement sustainable practices modernised guest rooms and personalised hospitality services. The hotel's refusal to embrace current market trends causes it to suffer from unattractiveness towards contemporary tourists (Burnes, 2014).
[bookmark: _Toc189241702]Factors Contributing to the Issue
A mix of internal and external components creates obstacles for Radiant Sunbeam Hotel because they impact the hotel's hospitality market performance while affecting its competitive standing.
Internal Factors
The lack of staff training investment stands as the main internal challenge because it leads to inconsistent service delivery at Radiant Sunbeam Hotel. Staff members lack the required skills to both address customer inquiries effectively and make use of tools that enhance guest experience. The staff encounters difficulties when they operate modern hotel management systems because these issues cause regular booking mistakes and delayed service delivery. Guest frustration along with reputation damage occurs because of insufficient employee technical skills (Zaitseva, Goncharova, and Androsenko, 2016).
The hotel faces several operational slowdowns because of its old management approaches and structured company framework. The hotel's decision-making process operates at a slow pace while departmental collaboration stays restricted which produces service delivery delays through missed communications. The hotel maintains difficulty in congruent industry developments and addressing guest evolution because it lacks adaptive strategies to implement new practices. Service delivery method limitations stop the hotel from reaching the standards of customer satisfaction needed to stay competitive (Poldrugovac, Tekavcic, and Jankovic, 2016).
External Factors
The growing market competition outside Radiant Sunbeam Hotel creates a serious external threat to its success. Hotels both new and established hold strategic advantages through digital transformation by implementing digital modernization tools to offer enhanced customer services using AI-based service systems and mobile cheque-in capabilities. Enhanced competition arises from the widespread adoption of online booking services as well as third-party review platforms and travel agencies. Hotels need to maintain online dominance and collect continuously positive feedback from guests because modern travellers access extensive information about hotels before making their reservations. The hotel lost customer bookings together with loyalty because its competitors used state-of-the-art technology which they could not match (Alrawadieh, Alrawadieh, and Cetin, 2021).
The hotel’s overall performance heavily depends on economic factors. The increasing inflation has increased operating expenses for hotels thus requiring higher maintenance levels of service quality combined with competitive pricing. Changing guest behaviour patterns within the tourism sector results in irregular occupancy levels which create inconsistent revenue flows for the hotel. The hotel needs to modify its pricing structures together with its service packages when faced with economic recessions and worldwide uncertainties (Chang and Sokol, 2022).
The hotel faces the influence of changing expectations among contemporary travelling customers. Modern hotel guests focus on three elements which include operational convenience alongside personalised services along with environmentally friendly practices. The premier sector of hotels has integrated digital check-ins together with smart room controls and AI-based concierge services that now represent industry standards. Tourism stakeholders now value sustainability at the same level as other factors during their destination choices. Tourists select environmentally sustainable accommodation choices which feature features like energy-preserving light systems and products made from recycled materials and green-friendly services. Travellers who care about eco-friendliness together with technological progress avoid staying at Radiant Sunbeam Hotel since it lacks modern sustainable and technological elements (Kunz, May, and Schmidt, 2020).
[bookmark: _Toc189241703]STEEPLED Analysis
Through the STEEPLED framework, the external elements influencing Radiant Sunbeam Hotel's operational results become assessable. The organisational elements stand for vtall external forces which mould hotel strategic choices and managerial action.
The hospitality industry detects developing guest requirements especially because customers request customised services. Tourists begin their trip with precise expectations including both personalised accommodations alongside special concierge benefits. Guest booking choices heavily depend on feedback ratings and online reviews that customers read before making reservations. Customer reservations heavily depend on feedback from former hotel guests which means Radiant Sunbeam Hotel must consistently establish a superior online reputation to succeed (Phillips et al, 2017).
The fast technological advancements in the hospitality industry surge Radiant Sunbeam Hotel to implement new solutions for performance development. Smart rooms, AI-powered customer relations and mobile cheque-in procedures represent three competitive elements that hotel operators use to provide better convenience for guests. The failure to implement technological solutions will allow customers to choose competitors who utilise more advanced technology (Schilling, 2017).
The hotel's financial success depends on the current economic state of its market. Growing inflation causes both operational and profitability problems for Radiant Sunbeam Hotel. Occupancy rates have been influenced by two major factors: global economic conditions together with exchange rates between different currencies. The hotel needs to develop flexible pricing models and efficient operational practices as protective measures against such difficulties (Pacheco and Tavares, 2017).
Modern travelling activities prioritise sustainability because of environmental constraints. Today's guests choose sustainable lodging services while these services adopt environmental conservation practices. Radiant Sunbeam Hotel needs to decrease its carbon impact while implementing sustainable practices because such measures attract eco-minded tourists together with industry sustainability standards (Robin, Pedroche, and Astorga, 2017)
Hotel operations depend heavily on government decisions that control the hospitality industry. The hotel's international visitor numbers depend on how visa policies as well as travel limitations and tourism promotional measures affect them. Heading out with information about ongoing regulations and teaming up with tourism boards provides the hotel with effective tools to manage emerging challenges (Williams and Horodnic, 2017).
The hotel needs to obey employment laws at the same time follow health and safety standards along with consumer protection regulations to continue operations without interruption. The hotel faces legal consequences together with a negative impact on its reputation when it does not follow established rules. The hotel can maintain regulatory compliance by conducting routine legal audits along with training its staff (Barth and Barber, 2017).
Guest treatment in the hospitality sector now promotes ethical standards with an emphasis on diversity along inclusion toward all types of guests. The hotel has to create an inclusive setting that deals fairly with its staff and customers together with maintaining proper ethics protocols (García-Rodríguez, Dorta-Afonso, and González-De-la-Rosa, 2020).
Evolving characteristics within the traveller population cause major shifts in the preferences they seek for hospitality services. Hospitality businesses observe a rising number of hotel customers who identify as Millennials or Gen Z because these travellers prefer digital contact alongside sustainable practices and distinctive experiences. Through demographic-specific service development and marketing techniques, hotels will boost their customer satisfaction score (Seyfi, Vo-Thanh, and Zaman, 2024).
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A SOAR analysis enables a hotel to maximise its built-in advantages and untapped market possibilities for durable development and enduring victory.
Several competitive advantages support the operations of Radiant Sunbeam Hotel. The hotel derives benefits from its reputable brand status that strengthens both customer reliability and brand familiarity. The hotel stands advantageously for travellers engaged in leisure activities and business activities. The hotel's standing in the market continues to grow because of its dedicated clientele alongside its diverse base of corporate relationships (Lai, 2019).
The hotel maintains multiple approaches for growth through improving its assortment of services. The hotel can outperform competitors through digital investments which merge AI services with automated guest check-ins to improve the guest experience. Guest satisfaction will increase when staff members undergo service-level training that elevates their service quality. The hotel can attract new customer segments which include environmental travellers and digital freelancers to create more revenue streams. The hotel will appeal to environmentally conscious visitors through sustainability measures which will enhance its reputation among guests (Buhalis et al, 2019).
Radiant Sunbeam Hotel targets becoming one of the top luxury hotels which will stand out because of their innovative service and high service standards. The main goals include obtaining industry honours as well as enhancing customer loyalty by delivering tailored service experiences. The hotel works to create superior service to establish itself as unique in the highly competitive industry (Hu and Trivedi, 2020).
The attainment of these goals will produce improved guest satisfaction as well as financial growth and enhanced market dominance. The hotel's booking rates will experience additional growth due to a better online reputation which stems from positive guest reviews (Kim and Kim, 2022).
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The TOWS analysis serves to develop operational strategies through the process of handling organisational weaknesses and defending against possible threats (Kulshrestha and Puri, 2017).
The hotel must improve its staff training programmes because it represents a major area for development. Employee education about enhancing skills leads to enhanced service quality which results in superior guest interactions. Attaining improved business operations and customer convenience demands an update to the hotel's technology infrastructure. The establishment of automation-based booking systems combined with energy-efficient solutions decreases operational costs which produce better financial results (Nunkoo et al, 2020).
Numerous threats such as economic uncertainties beside intense competition negatively impact the hospitality sector. Radiant Sunbeam Hotel should utilise digital transformation to protect against competition through AI and virtual concierge solutions as well as contactless cheque-ins. Guest satisfaction improvements through modern technology innovations help establish the hotel as a contemporary high-tech hotel of choice (Soares, Mendes-Filho, and Gretzel, 2021).
Eco-conscious travellers will be drawn to a hotel that adopts numerous sustainable practices including environmentally friendly amenities and renewable resources together with waste reduction systems. The growing number of sustainable tourism seekers finds these initiatives particular enough to select the hotel over others (Abdou, Hassan, and El Dief, 2020).
The profit success of a business depends heavily on strategic price adjustments that match market economics. A dynamic pricing system enables hotels to reach maximum revenue by automatically updating room prices based on market demand together with seasonal patterns and opponent hotel rates. The hotel generates stable bookings from various customer groups through specialised packages and value-added services that help reduce market sensitivity (Whittington et al, 2020).
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Radiant Sunbeam Hotel needs to carry out multiple strategic reforms to build superior service quality while enhancing operational efficiency with digital transformation approaches. These strategic areas will help the hotel both improve customer satisfaction and boost revenue while regaining its marketplace dominance.
Service Quality Improvement Strategies
The hotel needs urgent attention to service quality improvement. Guest satisfaction directly results from the quality of service they receive so service enhancements will lead to better reputation and guest retention. Standard operating procedures (SOPs) should become standard practice at the hotel to maintain consistent services throughout all departments. The hotel must create detailed guidelines which enable floor staff to execute best practices for customer care and cleaning alongside restaurant duties and reception procedures. The hotel should make personalised attention towards guests their top priority. Staff members who use the guest profiling system can access customer preferences for creating customised recommendations and services which include individual room settings combined with dietary choices and special greetings (Jasinskas et al, 2016).
A memorable feedback system forms a critical part of the management approach. The hotel can solve problems right away by requesting feedback from guests using mobile applications as well as QR codes and digital assessments. Radiant Sunbeam Hotel should establish the position of customer experience manager who will actively track feedback and handle complaints before they escalate. A protocol for service recovery must exist to respond quickly to unsatisfied guests so they benefit from compensation or other resolution methods that will improve their impression of the hotel (Liat et al, 2017).
Digital Transformation and Technology Adoption
The essential function of technology in present-day hospitality management demands Radiant Sunbeam Hotel to implement digital transformation to preserve its market position. The hotel must give its online booking system a vital upgrade because modern guests favour simple self-service bookings through the Internet (Jayawardena et al., 2023). Freely accessible AI software linked to automated support agents helps clients make reservations through a system that automatically decreases human mistakes and boosts guest satisfaction levels. Radiant Sunbeam Hotel guests will benefit from mobile cheque-in and cheque-out features because they can avoid waiting at the front desk during their stay (Chin, Marasini, and Lee, 2023).
AI-based customer service solutions need implementation by the hotel establishment. Chatbots together with virtual assistants take care of standard guest inquiries including room service demands attraction suggestions and booking updates and minimise front desk staff tasks. Modern guest expectations will be met through smart room technology which includes systems such as voice-activated controls automated lighting and keyless entry (Štilić, Nicić, and Puška, 2023).
The implementation of a Customer Relationship Management (CRM) system will provide an effective method to handle guest data properly. The hotel can develop customised marketing initiatives through combining customer choices and booking records that enable them to offer personal specials leading to additional reservations. The system with real-time analytics brings benefits for monitoring occupancy rates together with demand forecasting ability and precise pricing strategy optimisation (Talón-Ballestero et al, 2018).
Operational Efficiency Improvements
Efficient operations must become a priority to solve service delays as well as service irregularities and maintain acceptable employee workload levels. The hotel needs to establish a unified system for internal communication which can be achieved by implementing a centralised communication platform. Real-time department updates through a cloud-based system maintain continuous coordination among housekeeping staff together with maintenance personnel and personnel at the front desk. The automated notification system enables housekeeping staff to get immediate alerts about vacant rooms which increases their scheduling effectiveness for future cheque-ins (Bodkhe et al, 2020).
The hotel must improve its methods of inventory management and supply chain operations. A full inventory tracking system using automation technologies avoids essential supply bottlenecks while minimising supply waste and optimising procurement activities. The hotel can predict customer demand better and optimise inventory amounts through a data-oriented supply management system (Hayes, Hayes, and Hayes, 2021).
The hotel should place an important emphasis on energy efficiency at all times. Through smart energy management solutions, the hotel can minimise operating expenses by using heat and cooling systems and lighting functions that adapt to occupancy rates. Cost reduction and sustainable measures can be achieved through motion-sensor hall lighting combined with water conservation practises together with energy-efficient appliances (Marinakis and Doukas, 2018).
Staff Training and Development Programs
Most organisations succeed because of their trained workforce which delivers high-quality service products. Radiant Sunbeam Hotel needs to establish an official training and development system to build employee competencies and keep services uniform across the company (Wong, 2016). The training programme should teach employees to deliver high-quality customer service and resolve conflicts through developing digital expertise and cultural awareness competencies. Workers receiving specialised training in modern digital technology will understand how to use new systems which enable them to deliver superior guest interactions (Becker-Redd, Lee, and Skelton, 2018).
The hotel should establish regular training sessions with team mentorship and cross-departmental training to enhance staff involvement and competence. The organisation should implement performance incentives because these incentives serve to motivate workers and drive ongoing enhancement practices. The implementation of a staff recognition system will create happier employees while detaining workforce departures thus developing service-minded personnel who are better engaged within their roles (Ghani et al, 2022).
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A planned implementation approach serves as the essential mechanism to deploy recommended changes correctly. The execution plan needs to have sequential stages which assign specific responsibilities to main stakeholders.

Phase 1: Assessment and Planning (0-3 Months)
A needs assessment will serve to detect particular improvement targets.
The organisation should form a project management team that will act as change leaders.
The organisation needs to develop a detailed schedule and funding plan to execute digital system deployments and training initiatives with operational enhancement measures.
Staff members should provide feedback about changes that are proposed to the organisation.
Phase 2: Digital Transformation (4-8 Months)
The online booking platform will be updated with mobile cheque-in capabilities implemented.
The company will adopt AI-based customer service chatbots together with smart room technology.
The implementation of a CRM system aims to improve both the guest interface and marketing approach.
Phase 3: Service and Operational Improvements (9-12 months).
The organisation should create and execute procedural frameworks for service operations.
The organisation will host employee sessions that teach both customer service quality standards along digital instrumentation.
A standardised automatic system should be utilised to enhance supply chain management and inventory optimisation processes.
The organisation would benefit from using a unified communication system that centralises internal messaging.
Phase 4: Monitoring and Evaluation (Ongoing)
An ongoing programme includes gathering customer feedback by using digital surveys.
The organisation should track changes by evaluating KPIs consisting of guest satisfaction ratings and revenue growth alongside online review scores.
Staff will make strategic changes due to feedback data and continuous monitoring.
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The implementation of changes at Radiant Sunbeam Hotel demands an appropriate change management system for effective employee adoption and reduced work-related opposition. Organisations with traditional ways of operating experience significant caution toward change especially when their well-established systems have lasted throughout many years. The hotel needs a well-structured system which directs transformational work and also tests new initiatives against established organisational objectives.
Kotter’s 8-Step Change Model stands as an effective method for handling organisational change initiatives (Trawick and Carraher, 2023). The model operates as a structured plan that assists organisations in executing successful changes by maintaining minimal disturbance throughout the process. The model allows Radiant Sunbeam Hotel to deploy new technology while enhancing service quality and building a continuous improvement environment.
Kotter’s 8-Step Change Model
Create Urgency
The beginning of successful change implementation demands an immediate feeling of urgency. Workers need to understand the purpose behind organisational transformation and the dual advantages it provides to the company and individual team members. To create change the hotel needs to showcase declining guest happiness rising negative online feedback and increasing market competition. Hotel management must show data evidence demonstrating how old systems together with ineffective services reduce company profits. The employees' understanding of organisational challenges will lead them to accept the upcoming changes instead of fighting transformation (Darvishmotevali, Altinay, and Köseoglu, 2020).
Build a Guiding Coalition
Effective change management depends on building a leadership team or guiding coalition. The group must include managerial leaders from various departments and vital staff members because they will support changes and help make the process successful. A mix of specialised professionals within the team brings multiple skills which enable the group to solve problems that develop during transition periods. The guiding coalition possesses the responsibility to establish specific goals and drive employee motivation alongside maintaining a direct connection between changes and hotel strategic targets (Tang, 2019).
Develop a Vision for Change
A transformational outcome requires organisations to have an exactly defined vision. The hotel’s leadership needs to establish detailed targets as well as describe the intended impacts of transformational changes. The organisation’s vision should contain three fundamental targets which consist of enhancing customer happiness alongside digital transformation efforts for efficiency enhancement along with developing continuous learning programmes. A thoroughly expressed vision enables staff members to understand and perceive the future advantages of changes being proposed (Wessel et al, 2021).
Communicate the Vision
After establishing the organisational vision the company must deliver it successfully to every member of the workforce. Timely information about organisational goals must be delivered by meetings along with emails and training sessions thus enabling employees to grasp both transformation objectives and their duty in this transition. The fundamental requirement for establishing trust with employees while decreasing opposition is transparent communication. The hotel should motivate its employees to voice their queries along with uncertainties and supply inputs regarding the transformation. The practice of open communication will reduce employee fears as well as create collaborative workspaces in which workers feel appreciated and understood (Cameron and Green, 2019).
Empower Employees for Action
Employee resistance develops mainly because staff members lack training about new procedures and systems so they feel uncertain how to use them effectively. The hotel requires thorough training programmes for its employees to acquire the necessary skills needed to overcome this issue. The training of staff needs to include practical instruction about digital tool utilisation along with thorough instruction for dealing with customer inquiries while conforming to new service requirements. Employees who receive proper resources will develop the capability to accept transformation while avoiding avoidance behaviours. Management needs to engage employees through a programme that permits staff members to create new ideas and take responsibility for their responsibilities throughout the transition process (Hanaysha, 2016).


Generate Short-Term Wins
Companies find it challenging to execute wide-ranging organisational modifications thus making quick wins of vital importance. Small victories at first help organisation members develop speed and confirm that process modifications yield productive outcomes. The hotel can make swift operational changes by clearing up reception lines fixing booking mistakes and instructing staff members better. Employees tend to back long-term transformation when they actually observe substantial improvements. Employee recognition programmes for short-term achievements will enhance their motivation to perform in a positive manner (Stouten, Rousseau, and De Cremer, 2018).
Consolidate Gains and Drive Further Change
The hotel needs to construct on its initial successes by developing improved procedures. The transformation process demands continuous evaluation since change represents a permanent developmental cycle. The hotel must conduct regular evaluations of customer suggestions and performance data as well as market pattern analysis to locate potential improvement areas. The hotel will achieve continued growth when it stays active and maintains an advantage over competitors. The leadership must combat remaining opposition by reiterating positive change benefits and giving extra support to employees who need it (Singjai, Winata, and Kummer, 2018).
Anchor Changes in the Culture
Any change system succeeds only when it finds permanent residence within the hotel's cultural framework. The hotel needs to reinforce new practices by sustaining training efforts coupled with leadership backing and evaluation of organisational performance. The hotel needs to create specific performance requirements and verify continuous employee compliance with new service guidelines. Strengthening the new organisational culture will be achieved by honouring employees who adopt its principles. The hotel's successful transformation of operations and service standards will appear as routine practises as time goes on to ensure ongoing achievement.
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The hotel needs to monitor performance results through key performance indicators (KPIs) to verify that desired outcomes emerge from the changes. Data measurement allows managers to maintain operational quality through necessary adjustments which result in continuous process enhancement. These identified KPIs will serve as the fundamental tools to measure how successful the transformation initiative has been (Fullinfaw and Sunil, 2019).
Customer Satisfaction Ratings
The improvement in guest satisfaction stands as one of the fundamental markers of organisational success. The hotel tracks service effectiveness through analysis of online reviews together with customer feedback forms as well as guest survey measurement results. Guest satisfaction ratings improve alongside positive reviews and enhanced scores which demonstrates that hotel service has become both better quality and efficient (Nobar and Rostamzadeh, 2018).
Revenue Growth
The hotel needs to assess what financial consequences the implemented changes create. The hotel requires an analysis of its occupancy rates together with average revenue per guest and total revenue generation figures. The accomplishment of raising booking levels and augmenting guest spending throughout each day would serve as evidence that the adopted operational improvements support expanded business activities.
Operational Efficiency Metrics
The hotel should use the operational efficiency metrics to monitor how cheque-in and cheque-out periods shorten plus booking error numbers drop along with staff response time becoming faster. The hotel must collect regular reports about these operational metrics to determine if new technology and employee training programmes boost service quality.
Employee Engagement
Staff members who feel involved in their work tend to deliver advanced services that assist in the achievement of transformation goals. The hotel should monitor employee engagement by measuring staff turnover rates while also collecting data from their participation in training programmes along with results from employee satisfaction surveys. The commitment of employees to preserve new standards increases when they receive empowerment and motivation (Buttrick, 2009).
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A financial commitment exists to implement these strategies but their extended advantages surpass their initial spending requirements.
	Expense Category
	Estimated Cost (£)

	Digital booking system upgrade
	50,000

	AI chatbot implementation
	30,000

	Mobile check-in/out system
	40,000

	Staff training programs
	20,000

	Inventory and supply chain automation
	25,000

	Energy efficiency upgrades
	35,000

	Marketing and CRM system
	30,000

	Total Estimated Cost
	230,000



[bookmark: _Toc189241712]Action Plan
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Planned Budget (£)

	1
	Poor customer satisfaction
	Improve staff training and implement a feedback system
	Increased guest satisfaction and repeat customers
	3 months
	20,000

	2
	Low online reputation
	Digital marketing & reputation management
	Higher ratings on TripAdvisor, Google, and Booking.com
	6 months
	15,000

	3
	Inefficient operations
	Implement AI-based booking and customer service
	Faster response time and streamlined operations
	4 months
	30,000

	4
	Outdated service standards
	Develop and implement new SOPs
	Consistency in service delivery and operational efficiency
	5 months
	10,000

	5
	High staff turnover
	Employee engagement and reward programs
	Increased job satisfaction and reduced turnover
	6 months
	12,000

	6
	Poor digital presence
	Website and mobile app enhancement
	More direct bookings and improved customer engagement
	6 months
	25,000

	7
	High energy costs
	Install energy-efficient systems
	Reduced operational expenses and improved sustainability
	8 months
	35,000

	8
	Weak guest loyalty programs
	Introduce personalised loyalty rewards
	Increased customer retention and higher revenue per guest
	4 months
	18,000

	Total Budget
	
	
	
	
	£165,000



The organisation developed a structured plan to solve operational problems and raise customer contentment levels. Improvement of service quality along with digital presence and sustainability are the main goals of this plan together with ensuring active employee engagement. A training system will be established to boost employee abilities which will result in superior service quality across all departments. The hotel will strengthen its digital marketing strategies and update its website to build its online brand reputation as part of its campaign to draw more direct customers. The implementation of AI-led customer service platforms together with booking automation will create efficient operation processes that cut down errors effectively. The hotel will launch unique loyalty programmes to maintain guest loyalty. The hotel's operational costs will decrease as well as sustainability improvements will happen through energy-efficient upgrades. The total budget stands at £165,000 while each operation within this funding receives individual execution timelines to reach their targets successfully. Throughout the strategic plan, the hotel will experience business advancement together with better visitor satisfaction that will strengthen its market standing. The plan includes routine assessment procedures for achieving optimal results and maintaining extended operational improvement gains.
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This report reveals essential operational issues which negatively affect the company reputation and performance at Radiant Sunbeam Hotel. Multiple severe issues including deteriorating customer contentment along with operation disorders and weak digital infrastructure have generated reduced financial success and diminished market standing for the business. The hotel faces challenges that arise from divergent service quality standards and yesteryear operational methods alongside minimal digital transformation because these obstacles obstruct the hotel from complying with contemporary guest requirements and upcoming industry standards.
A report has established strategic recommendations which will maximise business outcomes while maintaining extended growth potential. Consistent guest satisfaction and repeat bookings will result from enhanced customer service obtained through staff training programmes with real-time feedback methods. The hotel can achieve modern operations alongside improved customer convenience through digital solutions that include AI-powered tools for customer service alongside improved online bookings and website updates. The improvements in process management will enable the hotel to follow the digital transformation path in the hospitality sector.
The hotel needs to improve its operational efficiency as a major element. By putting in place efficient workflows coupled with energy management systems the hotel can attain lower expenses and environmental benefits. Operations management that includes sustainable lighting systems alongside green amenities will achieve both cost savings along with attracting eco-sensitive visitors. The hotel’s commitment to sustainability will create a better brand identity and draw numerous eco-conscious travellers who prefer sustainable destinations.
Research shows that employee engagement stands as an essential force which helps organisations both enhance service quality and maintain reduced employee turnover. The establishment of career development initiatives along with employee recognition and reward incentives will build employee motivation which directly improves guest satisfaction. An organisation's team performance improves when employees receive proper training and feel satisfied because it results in better service delivery and increased staff retention as well as a favourable work atmosphere.
These measures will result in major positive outcomes. The solutions for service quality administration operational effectiveness and digital transformation will lead to better customer experiences throughout all phases of hotel operations which will result in superior online satisfaction and brand leadership status for Radiant Sunbeam Hotel. The hotel will experience increased occupancy plus customer loyalty which results in profitability and market power expansion. Advanced technological solutions will enhance operation efficiency and minimize booking mistakes while improving guest service interaction processes.
The results of this report stem from the essential contributions made by Radiant Sunbeam Hotel’s management staff alongside their personnel. The strategic solutions function as a continuing base for both long-lasting achievements and ongoing enhancement pursuits.
A support system from the consultancy team stands ready to assist the hotel during future operations. An innovative and customer-oriented approach will help Radiant Sunbeam Hotel build its market position and drive sustainable business progress in the hotel sector.
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