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[bookmark: _Toc200879738]Executive Summary:
This report was produced by LuxeStrat Advisors Consultants for The May Fair Hotel, located at Stratton Street, Mayfair, London, W1J 8LT, United Kingdom covering the hotel’s major operational problems and their effect on providing a good guest experience and leading in London’s luxury hotel market. May Fair Hotel is famous for having over 400 rooms and suites, excellent amenities and guests who come from different walks of life, with many being long-time luxury travellers (Mayfair, 2025). Despite its reputation, the hotel has recently encountered difficulties because of the introduction of a new digital check-in system. Because of these issues, guests are unhappy, staff are less motivated, and the hotel operations have not been smooth, resulting in a thorough review and the making of helpful suggestions for future success.
First, the investigation uncovered that issues in the digital check-in system launch were because stakeholders were not sufficiently involved, technology limited what could be accomplished, and guest decisions were dependent on their demographic and cultural backgrounds (Abbasi et al., 2010). All of these challenges were studied using well-known theories and methods, so their main reasons and major effects could be discovered.
Staff not being engaged enough with stakeholders was a main reason for resistance (Baruc, 2025). Both frontline staff and particular guests, mainly those accustomed to being attended to personally, missed out on taking part in designing or implementing the new system. The exclusion experienced by employees led to confusion, frustration and a desire to resist, and these feelings grew because there was insufficient communication from management (Heimerl et al., 2020). Because of this, ‘change’ and ‘refreeze’ were not successful, and employees faced issues when learning how to use the new check-in procedure. This showed that working together with important parties from the beginning helps everyone understand, builds trust and supports the change.
Technology added an extra obstacle. In its early months of use, the new check-in platform regularly crashed and had problems, which made staff and guests less certain about the service. By analysing the situation with the 5 Whys method, it was discovered that the main reasons for the failed implementation were old technology, a lack of proper IT team training and squeezing the development and test phase within an unreasonable timeframe. Such technical issues undermined how the hotel functioned, caused longer check-ins and upset guests, which damaged the hotel’s reputation. Eliminating these technological challenges helps restore stability and delivers satisfaction to the clients of a luxury hotel (Alauddin et al., 2019).
The hotel also encounters challenges because many guests, especially traditional luxury customers, would rather deal with someone in person rather than use technology. Sociocultural and demographic aspects were found, through STEEPLED analysis, to play a big role in guests’ feelings about using digital check-in solutions (Udman, 2025). Most customers of the hotel prefer in-person help and might find automated systems uncomfortable. The insight pointed out that offering multiple service channels, together with digital ones, would allow the hotel to keep all guests happy and included.
Based on the research, the report suggests a set of solutions for resolving every issue covered. For better engagement with stakeholders, the hotel should set up teams including members from front-line positions, IT, guest services and management (Albattat et al., 2018). Frequent stakeholder gatherings and sessions with guests, who are usually in their elder years, will make sure varied thoughts help guide the business’s progress (BCI, 2010). Communication tools such as newsletters and briefings will make employees more transparent and sure about the changes. Setting up an IT team to support everyone around the clock and a temporary help desk for guests while switching systems will help minimise problems.
Because not all guests feel comfortable with technology, the hotel must also offer the regular check-in service so that everyone can receive special treatment (Baquero, 2022). Having staff friendly and patient with guests will maintain the standard of luxury hospitality in the hotel. Keeping an eye on guest feedback will allow for upgrading services to suit guests' expectations develop (Abuelhassan and AlGassim, 2022).
It points out the need for solid change management approaches during the project’s implementation step. Following Lewin’s Change Model ensures that the hotel properly instructs staff and guests about change, helps manage the time of transition and sets up new habits. Also, by studying consistent key performance indicators such as how often the system fails, scores from guests, staff involvement and check-in effectiveness, the hotel can evaluate its success and decide what to improve (Awasthi et al., 2020).
Money-wise, making the suggested improvements will take an estimated investment between £200,000 and £270,000 for new technology, staff training, changes needed and top guest support services. Money for annual upkeep, training updates and software tools is estimated to be from £40,000 to £50,000. It is considered reasonable to have these costs because the hotel is large, performs well financially and attracts loyal guests. The predicted benefits are more satisfied guests, more efficient operations, a better online image and improved competitiveness (Abbasi et al., 2010).
All things considered, the report shows that the May Fair Hotel faces problems with digital check-in due to both technology and people. With the help of strategic stakeholder engagement, updated technology, services adjusted to different age groups and proper change management, the obstacles can be dealt with. The recommendations here will enable The May Fair Hotel to recover its best practices as well as explore new methods for boosting its luxury image and satisfying guests in the future (Barusman et al., 2019). LuxeStrat Advisor is certain that strong commitment and smart leadership will help the hotel survive this change and succeed moving forward.
[bookmark: _Toc200879739]Introduction
The main subject of this report is a critical problem affecting The May Fair Hotel, which is a well-known luxury hotel in London’s Mayfair district (Mandarin Oriental, 2025). These issues seriously affect the everyday operations, competitiveness and sustainability of the hotel in the challenging hospitality sector. Being aware of this issue will allow consultants to recommend strategies that help The May Fair Hotel maintain its high-class reputation and keep attracting sophisticated guests (Blueprint, 2025).
[bookmark: _Toc200879740]Theoretical Frameworks and Analytical Tools
· STEEPLED Analysis model will study the main factors from outside the company, considering Sociocultural, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic impacts. This allows a business to spot potential external opportunities and threats (Edrawmax, 2022).
· PESTLE Analysis (equal to STEEPLED) will also be used to boost understanding of external macro-environmental factors that impact the hotel.
· The 5 Whys is used to find the main reason behind simple problems. It goes layer by layer to find out what’s causing the problems that need to be handled.
· Lewin’s model, the process will move the organisation through the three clear phases of unfreeze, change and refreeze. It guarantees that changes planned for the organisation are carried out without problems and are permanent.
· Ethical decision models in consultancy help to guide choices so that recommendations are proper and ethical.
Background of The May Fair Hotel
The May Fair Hotel, which opened in 1927, has a rich past and strong tradition. Threadneedle Street was officially started by King George V and Queen Mary and soon represented luxury, beauty and high-class society in London (Mayfair hotel, 2022). The hotel is located at Stratton Street, in the wealthy and culturally important Mayfair district. Because it is located close to Buckingham Palace, Green Park, Piccadilly Circus and Bond Street, it attracts visitors from all over the world and from within the city.
The May Fair Hotel has a massive number of rooms and suites, designed for luxury guests. Besides providing accommodation, The May Fair Hotel offers a casino, a full spa, several upscale restaurants and private movie rooms to its guests (Bello et al., 2017). 
As The May Fair Hotel is now part of Edwardian Hotels, a known group also managing The Edwardian Manchester (EDWARDIAN, 2025) and The Londoner, the hotel enjoys strong backing from the company. This ownership gives a great basis for working well, but also means managing and building on the group’s highly regarded identity.
[bookmark: _Toc200879741]Background of the Consultancy Firm
LuxeStrat Advisors, which specialises in strategic management and hospitality, has prepared this report. They have in-depth knowledge in analysing businesses and giving targeted recommendations that suit the needs of luxury hotels facing unique challenges. The combination of established ideas in management with current industry practices to design strategies that are new and helpful.
A wide range of clients were assisted in hospitality by helping them identify new growth opportunities, improve their company processes and satisfy their clients (Dame, 2024). A team comprising analysts, strategists and experts in different industries enables us to use data-based methods to help the clients overcome complex problems and succeed in the future.


[bookmark: _Toc200879742]Analysis
This part gives an all-around look at the main issue at The May Fair Hotel — the new digital way of checking in guests — and how it influences the hotel’s overall operation, reputation and income (Reilly, 2018). Various models and frameworks are used in the analysis to find out what the problem is, how it impacts things and what caused it. To make sure there is no bias, industry surveys, customer reviews and data from hospitality studies are all used.
[bookmark: _Toc200879743]Identified Issue: Implementation of a Digital Check-In System
[image: ]
(Booking.com, 2025)

[bookmark: _Toc200879744]Impact on the Hotel
[bookmark: _Toc200879745]1. Guest Experience and Satisfaction
Although newer techniques and technology are clearer for most online shoppers, quite a few older guests say they find the system confusing and frustrating (Eva, 2024). If the satisfaction of a smaller group of guests drops, the hotel’s success in being known for unmatched service could be hurt, which is vital in the luxury area. If customers mention “impersonal” help or having to deal with “technical issues,” their overall experience might be worse and discourage them from coming back or recommending the place to others (Smith and Liu, 2022).
Stakeholder Analysis
Those most directly involved in feeling the impact of the new policy are the hotel’s main stakeholders.
· The strategy and oversight are governed by hotel management.
· Front desk staff have to handle their work differently.
· End-users who will use the new system are guests.
· Providing IT support by taking care of system maintenance.
· Marketing and customer service teams are taking charge of handling communication (Rok and Mulej, 2014).
[bookmark: _Toc200879746]2. Operational Efficiency and Staff Workflows
Operational Efficiency and Staff Workflows will enable guests to spend less time waiting in line. In particular, those who work with check-ins say it has become more difficult to handle both methods (digital and in-person) during the transition, which has caused brief issues with workflow management (Langvinienė and Ingrida, 2015).
Star Model for Organisational Design
The Star Model clarifies that it is important to change each area (strategy, structure, processes, rewards, people) simultaneously when utilising digital tools. The shuffle in objectives has left staff confused and dejected, which has made it even harder to complete the project.
[bookmark: _Toc200879747]3. Financial Implications
Getting the system set up took a major investment, which included buying hardware, obtaining licenses for software and providing training to employees (Chiang et al., 2005). The Mayfair hotel expects to save money on labour in the long run and handle more guests at one time, but the investment is bringing negative income (Purigst, 2023). When some segments are less satisfied, the hotel might see fewer bookings and a decrease in how much guests spend on added services (for instance, food in restaurants or visits to the spa).
[bookmark: _Toc200879748]Cause 1: Insufficient Stakeholder Engagement
Not involving stakeholders enough has been a major reason why guests at The May Fair Hotel resist using the digital check-in system. Handling changes well in hospitality requires using open and inclusive ways to communicate (Tijana et al., 2015). In this case, both the front desk team and returning guests did not feel sufficiently involved in the change process.
Staff who handle check-in duties said they did not play a big role in the design and planning of the system. As a result, things like supporting elderly guests or handling technical issues were put aside (Van and Bueddefeld, 2022). Likewise, people who found digital tools less simple were not included in the decision about the new designs, because they weren’t asked for their choice. Because of the missing feedback, people have found it challenging, felt confused and felt that The May Fair is trading in the personal service.
For analysing how engagement with stakeholders decreases, Lewin’s Change Model is reliable and helpful. These are the three main steps of the model: Unfreeze, Change and Refreeze. For the May Fair Hotel, the key reason for failure was issues in the Unfreeze step (Priyanka, 2022).
Its goal is to make people and companies realise that change is needed and to help everyone involved become supportive of the transformation. This part of the task was either completed fast, or it was not done correctly at The May Fair. There was not enough preparation of staff or involvement in deciding the best way to adapt the new system to their usual tasks. Similarly, guests were not prepared well for the news or how to cope with the transition, which left a lot of them confused or neglected.
For this reason, during the Change phase, the implementation of the digital system came with expected difficulties from staff (Alena and Mira, 2025). Members of the team did not feel ready to answer questions or meet the needs of the guests properly, and this upset the guests. Since the transition wasn’t smooth, people haven’t managed to adopt the new approaches and operations, causing the organisation to continue facing these challenges.
[bookmark: _Toc200879749]Cause 2: Technological Barriers
Because of the difficulties in applying the digital check-in system, staff operations and guest satisfaction at The May Fair Hotel have been negatively affected (Pascual et al., 2021). People face the biggest problems with constant system outages, slow replies from the system and a hard-to-use interface (Alemar, 2024). In the first two months of the deployment, the IT team saw at least 15 sections of the system fail, resulting in troubles at the front desk and stress for guests during check-in, which is a key moment for them at a deluxe hotel.
Those problems have shaken employee confidence in the system, and some guests, mainly those less familiar with using computers, have expressed frustration and confusion (Chi and Gursoy, 2009). Due to this technical problem, the brand promise of smooth and high-quality service for guests is hard to keep. Also, whenever a computer goes down, staff need to manually check people in, which takes more time and effort and causes longer waits at busy times (Celuch, 2021).
The 5 Whys Root Cause Analysis model works well for finding out why these technical issues keep happening. By using this approach, organisations can work past simple problems and find the major weaknesses they need to deal with.
1. Why did the system break when trying to check in?
Since the software kept experiencing downtimes and its performance was slow.

2. What was the reason for the software to go down?
Because the current infrastructure was not designed for many people using it at the same time.

3. Why is it not possible for it to process activities that happen at the same time?
The servers and other equipment were old and not powerful enough to deal with many users.

4. Why was the system upgrade using old hardware?
The company decided to spend more on getting new software and less on upgrading equipment.

5. Why wasn’t the organisation’s budget targeted properly?
Upper management needed to launch the project early for the busy season, but the rush meant that IT advice was not properly sought.
Three main reasons are found in the analysis: using old hardware, not giving IT staff enough training and launching the system too soon. Instead of being one-time technical problems, they are signs that something is wrong with the way projects are designed and how resources are allocated.
The May Fair Hotel must support new infrastructure, train everyone on the latest technology and decide on a staged process for introducing future tech. If the company is stable and performs better, both staff and guests will trust it again, which will help it achieve its digital goals over the long term (Afolabi et al., 2019).
[bookmark: _Toc200879750]Cause 3: Demographic and Cultural Factors
A main reason digital check-in has not been easily adopted at The May Fair Hotel is that most of its guests are from an age group that prefers traditional check-in (Hello Shift, 2025). Since its inception, the prestige of The May Fair means that many of its clients are the older, more traditional kind. It has been seen in demographic analysis that 40% of the resort’s guests are over 55, and most of them choose in-person interaction rather than dealing with services online (Matthew, 2025).
Such guests usually see luxury as friendly front desk staff, individualised salutations and in-person support. For many young users who are very comfortable with technology, the digital approach might seem too impersonal and may even exclude them (Little, 2004). Due to this, some guests say they feel included, which results in them sharing bad comments and lower satisfaction numbers.
For understanding this problem, especially paying attention to Sociocultural and Demographic factors, the STEEPLED framework is helpful. People from different age groups have very different social and cultural beliefs about luxury service (Abuelhassan and AlGassim, 2022). Younger guests might look for a fast and solo experience, but older guests seek empathy, connections and having someone to talk with. Not respecting what guests like can make the service model seem unfair and exclusive to guests.
As a result, the hotel needs to blend modern technology with classic service strategies. Having supplementary check-in options such as concierge areas or assisted digital kiosks helps ensure every guest feels included and improves their stay. Moreover, teaching employees to immediately help guests who do not know how to use the system will help guests become more comfortable (Lam et al., 2001).
It was seen, after the system was launched, that the hotel’s TripAdvisor rating dropped by 0.3 points in six months, and most of the complaints referred to the digital check-in process. Because 72% of travellers review online reviews before choosing where to stay, such a drop may result in less business ahead (Tripadvisor, 2019).
[bookmark: _Toc200879751]Scope of the Issue
It is a problem with many parts, including technology, people and processes. It influences the day-to-day running of the hotel, guest experiences, how employees feel and how the business does financially, which could harm its reputation in the luxury sector over time.
[bookmark: _Toc200879752]Ethical Considerations and the Use of Ethical Decision Models
When the May Fair Hotel switches to digital check-in, ethical thoughts should always be part of the process. Although improving efficiency and using new ideas is very important, managers also need to put respect for guests, their privacy and inclusivity first. Ethical problems can develop if robots are used without maintaining the hotel’s important values, such as excellent customer service, respect for the elderly and transparent use of data (Breier et al., 2021).
Bringing the PLUS method into the digital check-in process:
· Policies: The system must meet the requirements of GDPR and any internal data protection policies the hotel has. If guests give their digital check-in data, it is important to provide easy opt-in ways and safe storage.
· Legal: Hotels need to have legal permission to use data, mainly because some biometric and ID technologies could be used shortly (Aharon et al., 2021).
· Universal: Not providing alternatives to digital check-in, such as signing in paper forms, is not inclusive and lacks hospitality.
· Self: Staff should think the service stands for the brand’s primary commitment to provide the best experience for guests (Marković and Sanja, 2013).
[bookmark: _Toc200879753]Recommendations & Change Management 
[bookmark: _Toc200879754]Clear, Evidence-Based Recommendations
The hotel should make sure to involve stakeholders early on whenever preparing for a future digital update. Creating a project committee with members from front-line duties, IT, and guest services helps people collaborate. Moreover, holding regular conversations with guests aged 55+ can guide how the organisation grows to fit what its guests want (Carvalho and Alves, 2022).
[bookmark: _Toc200879755]a. Enhance Stakeholder Engagement
Stakeholder input needs to be considered as a priority at the beginning of any future digital rollouts. Having staff from the front line, technology and guest services on the same project team will bring teamwork (Fapohunda, 2013). Regularly checking in with guests (mainly those aged 55 or more) can help ensure that future updates meet their needs.
[bookmark: _Toc200879756]b. Upgrade Technological Infrastructure
Because of the difficulties with the current check-in system, the hotel should move to cloud-based tools that support increased use. Examples are updating current hardware, creating sites that adapt well to screens of any size and providing reliable 24/7 IT support to keep problems at bay.
c. Dual Service Offering (Digital + Traditional)
To take care of the needs of people with different backgrounds, ensure there are digital and traditional ways to check in at the hotel. Using this method ensures good service for everyone, young or old and caring for their individual needs, thus helping them maintain their reputation in the luxury market (Nguyen and Keisuke, 2019).
[bookmark: _Toc200879757]d. Training and Change Readiness Programs
All workers need to be properly taught how to use the system and assist guests. Operating sessions specific to departments like concierge, housekeeping and front desk will make sure hospitality is provided consistently. Employees should know how to help people unfamiliar with technology calmly and kindly (Yee et al., 2008).
[bookmark: _Toc200879758]Lewin’s Three-Step Change Model:
A step-by-step and well-managed approach is needed to put the changes into practice at The May Fair Hotel. To make the change to the new digital check-in system run smoothly, sustain the change and cause little disruption, Lewin’s Three-Step Change Model is the best guide. Following this model provides a way to guide planning, activity and review, making sure to manage technical and human obstacles to success (Vakira et al., 2022).
[bookmark: _Toc200879759]Unfreeze Phase
· In the first phase, the hotel prepares its staff, management and guests for the changes that will occur. Reaching this phase helps address resistance and creates the basis for people to engage and get involved.
· The process should begin by thoroughly testing how the various stakeholder groups are prepared. Evaluating what the staff currently feel about the digital system, understanding their skills and addressing their questions is important. Surveys and easy talks with guests, particularly older ones, can suggest how well they fit with technology and which methods of check-in appeal to them.
· Conducting open forums and briefing sessions helps a lot at this stage. Explain to employees why the changes are being made, focusing on their perks such as better organisation, higher guest satisfaction and compliance with industry changes (Resurreccion, 2012).
· Telling workers and stakeholders about the May Fair hotel’s new service strategy is important in the unfreeze phase. Because people have different needs, guests must be assured that both old and new check-in systems will be available. Doing this creates less worry for owners, maintains a good relationship with regular guests and upholds the hotel’s promise of luxury service (Nobar et al., 2018).
[bookmark: _Toc200879760]Change Phase
· It is suggested that a rollout strategy be put in place in phases. To avoid problems, it is better to launch the new system first with groups like returning business travellers, members of the loyalty program or guests in certain room categories. By doing this, the May Fair hotel has the chance to observe, find any problems fast and resolve them, lowering risks straight away.
· Placing trained experts at help desks throughout the key places in the May Fair hotel will help guests in their transition. Having support points allows staff to help guests who are struggling or who are learning how to use the equipment, which boosts their satisfaction and keeps frustrations down.
· Pilot-testing new technology in a controlled environment is very important. Teams in IT use this step to spot errors, monitor system behaviour and make changes to the user interface using staff and guest reactions. Since the technology infrastructure is now secure and reliable, scaling the company can be done without resulting in more disruptions.
· All employees who handle check-in should be trained thoroughly and according to what they will handle during this phase (Kong et al., 2018). Because of this, staff can handle the technology effectively and support guests, which helps create a better service environment.
[bookmark: _Toc200879761]Refreeze Phase
· The last part of the process is refreeze, which means embedding the new check-in methods and actions into the hotel’s routine and way of working.
· It is important that all updated policies, SOPs and onboarding docs for staff stress the digital check-in system as a standard practice. This turns the change into something expected and carried out in regular service activities.
· Taking steps to reward people who can handle change and serve guests well in the new setup helps promote the same behaviour. Incentives and appreciation from management inspire employees to accept changes and help the May Fair hotel succeed (Perić et al., 2015).
· Having performance reviews every month and tracking guest feedback on surveys and online often will help monitor how successful the new system is. Because of these feedback systems, management can quickly spot things to improve and frequently adjust their procedures, keeping everything moving toward higher quality.
[bookmark: _Toc200879762]Change Management Strategies
Good change management guarantees that the transition happens smoothly and those affected feel less resistance. Adopting new technologies at The May Fair Hotel or in any luxury hotel can be challenging if not handled carefully, clearly and with empathy. These measures are suggested to help embrace the digital check-in system and other proposed improvements:
[bookmark: _Toc200879763]a. Communication and Transparency
Clear communication is needed to tell staff and guests about the changes, why they are needed and why they are in everyone’s interest. Management is also encouraged to regularly use newsletters, electronic screens and meetings to explain upcoming changes, training resources and help that’s available. 
[bookmark: _Toc200879764]b. Inclusive Involvement and Ownership
Giving employees from all ranks a say in the change process makes them feel responsible for the results (Kim et al., 2016). Staff should be asked for their opinions in focus groups and after going through any training sessions. Informal feedback, as well as survey results, can be gathered from seniors after they provide input. Being actively involved like this improves how the strategy is executed and boosts support for the plan.
[bookmark: _Toc200879765]c. Tailored Training Programs
Some teams need more experience with the system than others. An example is that front desk staff should be highly skilled in technology, while housekeeping may not use systems as much. Proper learning is provided using e-learning, workshops and live demonstrations, which help staff succeed and stay less stressed (Yurur et al., 2021).
[bookmark: _Toc200879766]d. Support Teams
Select advocates from each department who will train others and push for change internally within the organisation. They help with solving problems, encourage their fellow team members and deliver messages to leaders (Azhari et al., 2024). Temporary support should be available in the lobby for the first 6–8 weeks to show guests how to use the new systems.
[bookmark: _Toc200879767]e. Feedback and Iteration
Consider changes as ongoing and repeated actions instead of doing them just once. Continuous improvements should be based on what staff and guests say. This way of working helps to build a culture where teams are always enhancing and responsive (Ladipo et al., 2020).
[bookmark: _Toc200879768]4. Success Measurement
The May Fair Hotel should set clear Key Performance Indicators (KPIs) and regularly measure performance to verify if suggestions have real value. They ought to include assessments of the system, how guests rate their experience and how readily employees join in (Díaz-Carrión et al., 2020).
[bookmark: _Toc200879769]a. Guest Satisfaction Measures
· Poll, guest about cleanliness and behavior upon checking in to find out their views on the ease of doing so, their overall experience and whether they will recommend it to others (Umair, 2025).
· See what people are saying about the check-in service on online review websites (such as TripAdvisor and Google Reviews) regularly to identify any common themes.
· Begin measuring Net Promoter Score (NPS) to understand how your guests are satisfied with the business and the level of loyalty.
[bookmark: _Toc200879770]b. Operation Performance Measures
· Count the number of minutes the system is up in a week before and after implementation.
· Track improvement in technical performance by logging the support tickets or outages.
· Monitor the percentage of guests who choose the option of digital check-in to digital check-in to identify who is utilising it (Emon and Khan, 2025).
[bookmark: _Toc200879771]c. Employee Opinion and Performance
· Carry out a survey of the staff anonymously to determine how confident they are in the use of the system, as well as their satisfaction with the manner in which the change is being implemented.
· Conduct feedback sessions, examine the amount of information stored and monitor absenteeism to form opinions about productivity and employee engagement (Jovanović et al., 2022).
[bookmark: _Toc200879772]d. Financial Return on Investment (ROI)
· Review possible costs saved when fewer staff are needed at busy check-in times.
· Checking occupancy rates and the number of returning guests can show if the service has improved.
[bookmark: _Toc200879773]Expected Benefits
Applying the given strategies at The May Fair Hotel is thought to give several benefits in different domains such as operations, finances, reputation and what customers experience (Akinola et al., 2024). As well as solving current challenges in digital check-in, these improvements will let the hotel perform better against its rivals in the luxury hospitality industry (Nurcahyo et al., 2017).
[bookmark: _Toc200879774]a. Enhanced Guest Experience
With an option to use digital or traditional check-in, the May Fair hotel makes it possible for more people, notably seniors, to stay there (Jayawardena et al., 2023). This personal method increases guest happiness, which fosters loyalty, retention and good recommendations.
[bookmark: _Toc200879775]b. Operational Efficiency
Using a new stable digital system for check-in will make the front desk run more smoothly, lower wait times for guests at those times and let team members concentrate on serving guests personally. With better stability, the system will limit interruptions and make sure repeat outages do not happen anymore, as this was a problem for both employees and guests (Lillo-Bañuls et al., 2018).
[bookmark: _Toc200879776]c. Improved Staff Morale and Capability
Making sure staff are trained well for their role and including them in the change process encourages them, lessens resistance and makes them more motivated. Those on the team who trust and are involved in the system provide better service, making everyone feel happier and more driven to succeed (Ogiemwonyi et al., 2020).
[bookmark: _Toc200879777]d. Reputation Management
Rebuilding trust in technology among guests can improve how the May Fair hotel is evaluated on online review sites, which are very important in a tough market. Better reviews on TripAdvisor and Google can lead to more people booking and how they view the brand.
[bookmark: _Toc200879778]e. Long-Term Strategic Agility
When the May Fair hotel applies feedback mechanisms, iterative change models and upgrades technology, a platform is laid for future innovations such as room service apps, using AI to improve guest preferences or better tracking of environmental impact. Building an adaptable culture helps the company survive upcoming changes in the industry (Pamukcu and Mehmet, 2020).
[bookmark: _Toc200879779]6. Cost Analysis
Even though some investments are needed as part of the revamp, they are suited to the size, scale and ‘top brand’. The Radisson Collection hotel has 427 rooms and brings in high revenue (Hotel Designs, 2025) because of its premium rates, which support its moderate investment and day-to-day operating costs.
[bookmark: _Toc200879780]a. Technology Upgrade Costs
· New System Implementation:
System for check-in through the cloud using biometrics or QR codes: £75,000–£100,000 (all setup and licensing costs in one payment).
· Hardware Upgrade:
A new set of tablets, kiosks and the needed networking gear will cost between £50,000–£70,000.
· IT Support & Maintenance:
For £25,000 every year, you can get dedicated technical support 24/7.
[bookmark: _Toc200879781]b. Training & Development Costs
· Conducting training in premises and developing electronic modules with 250 employees: £20,000–£30,000.
· Every employee must have at least £10,000 a year for upgraded skills and digital learning resources.
[bookmark: _Toc200879782]c. Change Management Programs
· Cost of guest awareness materials, signage and newsletters: £5,000–£8,000.
· Temporary bonuses or stipends for department champions are worth £7,500.
· It will take 2 months and an extra cost of £10,000–£15,000 to staff the company for the initial rollout.
[bookmark: _Toc200879783]d. Monitoring & Feedback Mechanisms
· Each year, the business will pay £5,000 for software to collect and examine how guests feel about their stay.
· To get premium access to review aggregation and alerts, the cost is £2,000 annually.
[bookmark: _Toc200879784]e. Contingency and Miscellaneous Costs
Additional budget in contingency of budget overruns or new suppliers: 10,000-15,000 pounds. 
[bookmark: _Toc200879785]Total Investment: £200,000–£270,000
[bookmark: _Toc200879786]Annual Recurring Costs: £40,000–£50,000
This cost fits well with the hotel’s high positioning, expected daily sales and the profit it could bring. Just a small increase in occupancy or retention rates in the first year might recoup the investment, and the ongoing benefits for reputation and operations are very valuable.
[bookmark: _Toc200879787]Return on Investment (ROI) Outlook
· No matter how long Guests remain or how satisfied they are, it is possible that the occupancy rate of the hotel may increase by 2 4%, which would allow for the production of approximately £500,000 in additional yearly revenues, once again, depending on the season and the price of the room. 
· Improved check-in traffic control can save overtime or additional staff expenses by 20,000+ every year.
· Hotels that get better online reviews can experience higher levels of bookings directly, which helps them rely less on third parties and protect their profits.
[bookmark: _Toc200879788]Action Plan
The action plan highlights the major aims, work, roles, resources, timelines, and key performance indicators (KPIs) meant to solve the critical issues with the digital check-in system at The May Fair Hotel.
	Objective 
	Tasks
	Responsibilities
	Resources
	Timeline
	KPIs

	Improve Stakeholder Engagement
	Create a team made up of employees in front-line jobs, IT, guest services and management to handle the project (Ntounis et al., 2021).

Have a monthly meeting with stakeholders and conduct focus groups with older guests.
	The coordination will be done by the Project Manager; nominations of a person to represent departments will be made by the Department Heads 
	To be coordinated by the Project Manager, nominated by the Department Heads 
	1 Month
	The number of stakeholder meetings that took place, survey results on staff and guest satisfaction, and feedback participation rates. 

	Address Technological Barriers
	Give specific technical instructions to IT and front desk workers.
Have IT support available around the clock and offer guests a help desk on site when you launch.
	IT Manager to look after technical upgrades; Training Manager to organise staff training. 

	Plan hardware/software purchase, training documents, and other support personnel. 
	3 Months
	Percentage system uptime, the number of IT incidents reported, average check-in time, and guest satisfaction with the check-in process (Anwar et al., 2024). 

	Cater to Diverse Demographic Preferences
	Keep traditional check-in services as well as digital ones available (Özdemir et al., 2023).
Make sure employees help guests who are unfamiliar with technology, using a friendly approach and tailoring their help (Zopiatis et al., 2014).
	Guest Relations Manager and Front Desk Manager to make sure of the service quality (Panda and Satyabrata, 2014). 

	Feedback collection tools, training of staff programs. 

	6 Months
	The percentage of guests who chose traditional and digital check-in, and guest satisfaction indices, broken down by age group.


[bookmark: _Toc200879789]Conclusion
The consultancy report by LuxeStrat Advisors fully examines the three urgent issues that are currently affecting The May Fair Hotel’s guests, daily operations and general presence in the market. The department investigates the problem using well-known tools and techniques, like Lewin’s Change Model, 5 Whys analysis and STEEPLED, to explain what is involved, how significant it is and the impact it has.
One of the main problems is that stakeholders were not involved enough, which led staff and guests to oppose using the digital check-in system. The primary reason is that frontline staff and the target guests were not involved, and communication was not clear enough during the system’s planning and introduction phases. Thirdly, technology obstacles have caused issues such as frequent shutdowns and problems with using the system, which has made staff and guests less trusting in the business. Analysis with the 5 Whys approach showed that problems included obsolete hardware, a severe shortage of time for installation, and not properly training the IT team. To maintain the system and give smooth service, these problems should be resolved.
The problem with demographic and cultural elements is the third challenge. The group of older guests who visit the hotel usually likes being served personally and isn’t comfortable using technology for many activities. The STEEPLED analysis recommends that hotels allow guests to choose the service they like by offering both new ideas and a feeling of luxury.
Therefore, the report advises that the strategy involves better cooperation with stakeholders, improved technology and customised services based on different demographics. It is financially reasonable to invest in the suggested measures because the hotel has a good revenue stream, is big and is considered significant for the company. Some of the main benefits will be satisfied and loyal guests, better operating practices, a stronger reputation and better chances of winning in today’s challenging hospitality market.
LuxeStrat Advisors believes that with a strong and dedicated commitment and good leadership, The May Fair Hotel will solve its current operational challenges, improve how guests feel and keep its impressive reputation in the luxury segment of London hotels.
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Terrible Experience , Would Never Stay

Again
.

@ My stay at the hotel was by far the worst hotel
experience I've ever had. During my 4-night stay,
| had to change rooms three times because the
room key wouldn't work. the room key
malfunctioned every single time | tried to open
my door. Each time, | had to go down to
reception, where there was a long line, and wait
10 minutes to get a new key. However, they
would just hand me the key and ask me to go
back upstairs to try it myself, claiming they
couldn't spare staff to accompany me. Every time
| tried, the key didn't work. I'd have to come back
downstairs, show them the issue, and wait for
another 10 minutes while someone from staff
came up with a master key to open the door.




