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This organisational consultancy report is all about The Savoy Hotel, Copenhagen, Denmark. This hotel is located on a convenient location along with being cost effective alternative compared to other hotels in this city. The management of this hotel is continuously working in case of improving its facilities that will assist the hotel to increase overall customer satisfaction (Alcalde-González, Gálvez Mozo and Valenzuela Bustos, 2021). 
During the SWOT analysis, the hotel is evaluated not only for its strengths and areas in which it may make improvements, but also for any opportunities for success and challenges that may arise from the environment. The Savoy Hotel may use this study to determine what it is doing well, what it needs to improve upon, and where it has the potential to grow or encounter challenges. The Savoy Hotel is a posh hotel that is well-known due to the numerous admirable attributes that it possesses. Because it is also close to attractions that people want to visit, it is a popular place to stay for travellers, whether they are on holiday or travelling for work. The hotel is well-known and has been there for a very long time, both of which contribute to its status as a symbol of luxurious and pricey living (Li, Bonn and Ye, 2019). People who wish to make their holiday extra memorable often choose to stay there. Luxury is conveyed to customers through experiences such as staying in comfortable hotel rooms, indulging in delectable cuisine, and unwinding with soothing spa treatments. People are known to be treated very well at The Savoy Hotel because it has a reputation for being an upscale and elegant establishment (MinLim and Magnini, 2014). The hotel has a very elegant appearance because to the way that it was designed and decorated. The Savoy Hotel provides additional assistance to its visitors in a variety of areas, including parking, event organizing, and making their stay memorable.  
It is necessary to find solutions to some issues. The Savoy Hotel must work to enhance its customer service in order to ensure that its guests are satisfied. This includes ensuring that staff members are polite, immediately addressing complaints, and ensuring that clients are satisfied with their experience. In order to keep its customers content, The Savoy Hotel needs to make certain that the establishment maintains a high level of cleanliness (Tsao et al., 2015). The method that The Savoy Hotel uses to determine the prices of its services has been met with significant criticism. Therefore, The Savoy Hotel needs to take a thorough look at it and make adjustments to ensure that we are on par with other establishments and producing an adequate amount of money. Improving the quality of room service is one of the most significant things that can be done to keep customers happy.  
There are a lot of opportunities to make money at The Savoy Hotel to help raise the number of guests, it is possible to increase the number of customers attracted to the business by developing marketing tactics that target new demographics, such as young people or tourists from other countries. If the collaborate with other local businesses, attractions, or event planners, the hotel can improve the guest experience and attract more people to its establishment. The hotel's business prospects will improve if it focuses on emerging travel trends, such as eco-friendly vacations, healthy vacations, and vacations that provide intriguing experiences. They can accomplish this by working towards greater sustainability, encouraging healthy activities, and providing activities that are unlike anything else available. Businesses have the ability to make their consumers happy and complete tasks more quickly by utilizing tools such as phone apps and customized services. The Savoy Hotel features places that are suitable for business events and can help attract enterprises, which in turn can help earn more money. Through effective marketing and the provision of individualized services, The Savoy Hotel may also attract an increased number of tourists hailing from other nations.  
The Savoy Hotel needs to exercise extreme caution because there are potential threats that it could be subjected to. Because there is a lot of competition among the luxurious hotels in the area, The Savoy Hotel needs to continue to provide extraordinary and one-of-a-kind experiences to customers so that they will want to stay with us. Spending on vacations and hotels is cut back when there is increased financial facilities. This might have a negative impact on the profitability and occupancy of hotels (Hassanien and Dale, 2013). Unanticipated events such as natural catastrophes, terrorist attacks, or health issues can decrease on travel plans and reduce the efficiency of a hotel's operations. It is of the utmost importance to follow the regulations so that you do not run afoul of the law, damage your reputation, or be required to make a financial payment.  
PESTEL analysis discovered significant factors that have an impact on how The Savoy Hotel operates. The hotel is obligated to comply with government requirements regarding the treatment of employees, the maintenance of safety and security, and the preservation of the environment (Hudson and Hudson, 2013). Failure to comply may result in hassle and may even result in the loss of guests. To successfully attract tourists, stability is essential. Alterations in domestic tax regulations or international ties may have an effect on hotel revenue and occupancy rates. Travel tastes and budgets are influenced by money and the economy (Hui and Aye, 2018).
The issues that customers are facing when they stay at The Savoy Hotel
Infrastructure issues 
	Particulars
	Findings

	Design 
	The hotel's layout requires improvement to become more acceptable. The hotel needs to design aesthetically.

	Room maintenance
	Every room needs to be checked to see if the pipes, air conditioning, or other components are functioning properly.

	Elevators
	Making elevators operate more efficiently through scheduling, creating clear signals, and possibly building additional or better elevators

	Small rooms
	Needs to extend the size of the room.

	Noise from outside
	Installing double-paned windows and ensuring that all rooms are adequately insulated


Front desk and service related issues
	Particulars
	Findings

	More time to wait at front desk
	Teach workers how to quickly clean and sweep the rooms.

	Service encounter
	In terms of the service encounter, employees get opportunities to increase customer satisfaction through fulfilling the needs of a guest and so make sure that workers do their jobs quickly and correctly.

	Interaction with guest
	Recruiting bilingual personnel in front desk will help in case of overcoming language barrier. In addition to that, front desk employees must keep smile in their face when interacting with customers.

	Inconsistent service quality 
	Check the level of the services so that they are always the same. 


Restaurant and Menu service related issues
	Particulars
	Findings

	Little Options
	They should broaden their food selections.  

	Costly
	Find out what similar, more expensive businesses are up to for inspiration. The hotel can use this information to better price its numerous dining options.

	Slow Service time
	Both the ordering process and delivering must be faster.

	Variability in the quality of the meal served
	Pay close attention to both the preparation and the presentation of the food in order to enhance the quality of the dining experience while decreasing the time spent placing orders and delivering the food on time.  





Employee Engagement Issues
	Particulars
	Findings

	Lack of Available Staffs
	Employ people wherever there is a need for them.  

	Lack of adequate attention to or engagement with visitors
	Arrange meetings for staff members.  

	Staffs that have not been trained up
	Make arrangements for training programs. 

	Communication among the staffs
	Sharing of information with the team through activities such as holding meetings, utilizing internet resources, and making things simpler 

	Employee turnover
	Paying a fair wage, offering competitive benefits, and fostering an appreciative work environment



Each of the actions that make up the solution is based on an issue, and those problems are derived from customer feedback on various websites, as well as from internal and external audits (Chhabra and Rana, 2019). The Savoy Hotel can increase the number of visitors who stay there by capitalising on the positive reputation it has earned and its fantastic position. It is possible for a hotel to make improvements to things that are not functioning properly, such as problems with providing adequate assistance to guests or outdated equipment. This will contribute to the hotel's overall improvement.
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The Savoy Hotel, a hotel that is in a wonderful location, is well-known, is fancy, and has a good reputation will make the experience of its guests staying there even better. It is located in Vesterbrogade 34, 1620 Kobenhavn, Denmark. This location is excellent for sightseeing along with giving a scenic look over the atmosphere of this hotel (Hassanien and Dale, 2013). There are 66 rooms in this hotel. As this hotel is located within walking distance of the central station of Copenhagen, it is an opportunity for this hotel. Customers can easily make reservations both online and offline. 
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Figure: The Savoy Hotel, Copenhagen, Denmark
The Savoy Hotel is able to attract an increased number of customers by creating a good impression among targeted customers. In order for a hotel to be successful, it must try to improve the quality of its customer service, its cleanliness, and its room service.  The rooms of The Savoy Hotel are luxurious and appointed with high-quality furnishings (Yeoman and McMahon-Beattie, 2018). Guests can get a good night's rest on beds outfitted with high-quality mattresses, luxurious linens, and a selection of pillows. The Savoy Hotel features excellent bathrooms with fancy marble items, nice soap, and large showers or bathtubs, and all of the rooms come with high-end televisions, music systems, and lightning-fast internet access (Hassan and Springerlink (Online Service, 2022). In addition to that, to ensure the safety of its guests, the hotel has installed surveillance cameras in public areas. Guests of The Savoy Hotel may expect outstanding service that is uniquely designed to fit their requirements and preferences. The hotel staff at The Savoy Hotel is very attentive to each guest's needs and can communicate effectively with visitors from all over the world thanks to their command of multiple languages (Athwal et al., 2019). The Savoy Hotel is a high-end establishment, yet it does run into issues and welcomes guest feedback. In customer evaluations, a few concerns or problems have been raised. Customers have complained that personnel don't always provide adequate assistance, pay attention to their needs, or resolve issues to their satisfaction (Getz and Petersen, 2012). Some guests are concerned that the rooms aren't being cleaned to their satisfaction, that necessary repairs aren't being made, and that housekeeping services are subpar. Some guests have complained that room service takes too long to arrive, that they receive the wrong items, or that there aren't enough alternatives to pick from the front desk (Grönroos, 2016).
The Savoy Hotel is now an excellent luxury hotel, but it has the potential to become even more so. Fixing issues, making the most of opportunities that present themselves, and effectively meeting difficulties should be the primary focuses of hotel businesses that want to maintain their competitive edge and achieve sustained levels of success.  However, the way people travel is evolving, and these days most individuals book their accommodations online utilizing a variety of different websites (Dellarocas, 2018). It's possible that this will change the way hotels operate in general. It is possible for The Savoy Hotel to get a bad reputation if individuals post negative comments about it on various websites and social media platforms. It is critical to ensure that people have a positive impression of The Savoy Hotel. In addition to that, using technology can assist the management in case of bringing changes in the overall working system. They need to take advantage of modern technology such as online booking and mobile apps in order to provide a better experience for hotel customers and save time (Costa et al., 2004). This will also contribute to the hotel's operating more efficiently. In order to maintain a competitive edge and safeguard customers' personal information, it is essential to have an effective website, and a reliable internet connection along with maintaining security.
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The management analyse SWOT analysis and PESTEL analysis for the purpose of updating its customer service that is necessary to be a market leader in the hospitality industry.
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The Savoy Hotel could benefit from conducting a PESTEL analysis to identify and address external factors that could threaten the success of the business. The Savoy Hotel considers economics, politics, culture, technology, the environment, and the law when making decisions. It can provide feedback on popular products, adapt to consumer tastes, and pick up on emerging technological trends (Choi and Chu, 2014). The Savoy Hotel is able to consider all potential issues, stick to the rules, and be ready for everything thanks to PESTEL analysis. The Savoy Hotel is better able to meet the needs of its guests, remain competitive, and make informed decisions for increasing its brand images and profitability (Williams, 2006).
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Figure 2: PESTEL Analysis
Source: (Athwal et al., 2019)
	Environmental Factors

	Political
	· The Savoy Hotel compile with federal labour, safety, security, and sustainability regulations. Hotels can prevent fines and damage to their reputation by following the rules.
· The industry relies heavily on political stability. Uncertainty decreases the demand for hotel rooms. 
· Because of the potential impact on profits and long-term financial planning, The Savoy Hotel must take into account taxing policies at all levels. The Savoy Hotel’s cost management can benefit from an understanding of taxes and the optimisation of tactics. Gain government backing and incentives for tourism, growth, and long-term sustainability. 
· Encouragement for green practises, local growth, and cultural tourism are all possible outcomes of such initiatives (Cheng, 2016). 
· Tourism and international relations have an impact on The Savoy Hotel. Negative effects on hotel occupancy and revenue can result from changes in visa policies, travel restrictions, or diplomatic ties. 


	Economic
	· The term "economic conditions" is used to describe the state of the economy as a whole. This includes the amount of money being spent by consumers and the amount of goods being produced by enterprises (Chan and Hawkins, 2012). 
· These factors may influence people's desire to take vacations. Potential guests' ability to afford luxurious accommodations may vary, depending on their income level. 


	Social
	· Having an awareness of, and the ability to cater to, a variety of guest cultures and dietary requirements. In addition to that, keeping up with the changes that are occurring in the way people live, such as opting for foods that are better for one's health, being conscious of one's impact on the environment, and taking advantage of unique opportunities presented by travel (Chen, 2013). 

	Technological
	· The Savoy Hotel needs to stay up with the latest developments in hospitality technology. 
· Streamlining processes and improving the visitor experience can be accomplished by implementing cutting-edge technologies such as online booking, mobile apps, and self-check-in and -out capabilities (Butler and Sheppard, 2017). 
· The Savoy Hotel needs to strengthen its digital presence by creating a user-friendly website, engaging on social media, and managing customer reviews. 
· The hotel is able to boost its visibility and reputation while simultaneously engaging with clients thanks to technological advancements. The implementation of technology to automate various duties is one way in which The Savoy Hotel might enhance its operations. 
· Implementing property management, automated billing, and inventory management systems will help eliminate errors, allowing you to optimise the allocation of resources.  
· Guests anticipate that the Wi-Fi service provided throughout the hotel will be dependable and quick (Busulwa et al., 2020). For the convenience of today's travellers, 
· The Savoy Hotel needs to have Wi-Fi in all of its public areas and guest rooms. Because of the rapid advancement of technology, protecting one's privacy and data is more important than it has ever been. 

	Environmental
	· Taking measures that are kind to the environment, adopting practises that reduce energy use, and practising responsible waste management. 
· Identifying and mitigating the potentially damaging effects that a changing climate may have on the hospitality industry, including but not limited to extreme weather and rising sea levels, is essential.

	Legal
	· It is essential for The Savoy Hotel to comply with all applicable labour regulations. This involves adhering to regulations about wages, working hours, benefits, and safety requirements, among other things. 
· "Compliance ensures a positive work environment and avoids legal disputes for the hotel." In addition to that, The Savoy Hotel needs to exercise careful oversight of its contractual obligations. The drafting of agreements that are unambiguous and legally binding to protect both parties concerned (Buhalis and Law, 2018). 
· It is imperative that The Savoy Hotel takes actions in case of protecting its rights to intellectual property. Register and protect your company's trademarks, such as its logos, designs, and services, to prevent your competitors from using them without your permission. 
· In order to guarantee the privacy and safety of its guests' personal information, the hotel is legally obligated to comply with data protection and privacy regulations. This necessitates the protection of data, the receipt of consent, and the observance of laws regarding storage and sharing. 
· In order to protect both its customers and its employees, The Savoy Hotel is required to abide by all applicable safety regulations. 
· In dining establishments, it is imperative to observe fire safety protocols, conduct routine inspections, and adhere to food safety regulations.


The Savoy Hotel needs to be aware of and accept the fact that its guests come from a variety of cultural backgrounds and have unique preferences and preferences. It is crucial for businesses to remain current with the changes that are occurring in society in order to keep their customers satisfied. This includes topics like individuals caring more about being healthy, conserving the environment, and wanting to have diverse travel experiences. Also included in this category is the desire to have varied travel experiences (Bonn et al., 2007). The Savoy Hotel needs to do things that are good for the environment, such as using eco-friendly practises and dealing with rubbish in a good way. In addition to that, taking care of the environment is incredibly essential, and The Savoy Hotel needs to do things that are good for it. The hotel is obligated to respect the rules regarding the manner in which it treats its employees, to exercise caution when dealing with contracts, to safeguard the hotel's ideas, and to ensure that the personal information of guests is kept confidential. It is essential to take all of the necessary precautions to ensure the security of both the visitors and the employees, such as maintaining high standards for the prevention of fires and the handling of food (Hassanien and Dale, 2013).  
The Savoy Hotel is able to achieve success in the hospitality sector as a result of its understanding of and attention to the PESTEL aspects, which include serving the wants of guests, adhering to rules, and maintaining a competitive edge. 
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The use of SWOT helps The Savoy Hotel conduct a SWOT analysis, which measures the hotel's strengths, weaknesses, opportunities, and threats. This contributes to the hotel's ability to conduct an internal evaluation and make improvements (Ali and Amin, 2014). It helps in recognising the impact that outside forces have had on their performance. The Savoy Hotel is able to plan strategies to remain profitable in spite of challenges because it analyses potential threats, such as the presence of a large number of other businesses that are attempting to sell the same items, or periods of time when the economy is reducing.
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Figure 3: SWOT Analysis

	Strengths
	Weaknesses

	· The main strength is that The Savoy Hotel’s convenient location and its proximity to a variety of tourist destinations, commercial centres, and shopping districts makes it appealing to both leisure and business travellers. 
· The Savoy Hotel possesses an iconic status and a rich legacy, and it is well recognised as a symbol of luxury. 
· Because of its reputation, it draws guests who are looking to have an unforgettable experience (Hjalager, 2010). 
· The Savoy Hotel provides its guests with a variety of high-end amenities, including opulent lodging, gourmet cuisine, relaxing spa services, and private event spaces. These luxuries contribute to an overall more luxurious experience for the hotel's guests. 
· The Savoy Hotel enjoys a distinguished name in the hospitality industry. Because of its reputation for elegance, refinement, and great service, it attracts customers who have high standards (Huang and Rust, 2018). Both the exterior and inside of the hotel display the hotel's sophisticated design aesthetic. 
· The aesthetic of The Savoy Hotel contributes to the allure of the location. Concierge services, valet parking, personalized experiences, and event planning are all available at The Savoy Hotel. 
· The demands and tastes of guests are taken into account when providing services. The Savoy Hotel provides guests with a variety of high-quality eating alternatives that offer a wide range of excellent experiences (Kasavana, 2016). The hotel features a variety of superb eating options, from upscale restaurants to normal cafes.
	· Complaints about The Savoy Hotel’s customer service can be broken down into three categories: response times, employee attitude, and guest satisfaction. 
· To provide a better experience for guests, it is vital to improve the quality of the service. In addition to that, concerns regarding the hygiene of The Savoy Hotel have been addressed more significantly. 
· In order to fulfil the requirements of our guests and live up to their expectations, we provide a high degree of cleanliness in all of our guest rooms, public areas, and dining places. 
· The structure of rooms is being criticized. In order to maintain both one's competitiveness and one's profitability, careful evaluation and adjustment are required. 
· Mainly, visitors place a high value on receiving effective room service. Their experience may be improved if the operations are improved. 

	Opportunities
	Threats

	· It may be possible for The Savoy Hotel to increase the number of guests it serves by targeting additional customers. 
· Targeting new demographics by adapting marketing methods to the interests and requirements of those groups, such as younger generations or international travellers, is an effective way to expand your customer base (Law, Buhalis and Cobanoglu, 2014). 
· In order to improve the experiences of guests and bring in more customers, you could look into forming relationships with other local businesses, attractions, or event organisers (Lee et al., 2010). 
· The creation of marketing campaigns or special offerings results in mutual benefits.  Emerging travel trends including ecotourism, wellness travel, and experience travel all present opportunities for The Savoy Hotel to capitalise on their potential. 
· Hotels can attract customers with similar values and beliefs by promoting sustainability, wellness, or exceptional experiences.  
· Another factor is that technology is something that The Savoy Hotel can use to improve both the visitor experience and operational efficiency (Lewandowski, 2016). Hotels may differentiate themselves and attract customers who are interested in technology by providing amenities such as smartphone apps, in-room devices, and personalised services. 
· The Savoy Hotel has spaces that can be utilised for business events, conferences, meetings, and conventions. Ideal for marketing to corporate entities. Increasing revenue and occupancy by providing services for corporate events might be beneficial. 
· The rise of foreign tourism can be beneficial to The Savoy Hotel. It is possible to boost occupancy and revenue from overseas guests through the use of targeted marketing and customized services. 
	· In order to attract and retain visitors in the face of heavy competition from other nearby luxury hotels, The Savoy Hotel must consistently differentiate itself from the competition and provide unique experiences (Maggon and Chaudhry, 2018). 
· The hospitality business, particularly high-end hotels such as The Savoy Hotel is negatively impacted when the economy is in a down position. 
· A decline in consumer expenditure on travel and lodgings can have an influence on occupancy rates and revenue if the economy is experiencing a recession or there is financial concern (Manaktola and Jauhari, 2017). 
· Alterations in travel habits offer a risk for The Savoy Hotel because of the proliferation of alternative lodging options and the growing popularity of online travel agencies, both of which have the potential to have an effect on the business models of conventional hotels. 
· In this day and age of social media and online evaluations, it is possible for negative reviews to damage the image of The Savoy Hotel. 
· Unforeseen incidents such as natural catastrophes, terrorist attacks, or health crises have the potential to impede travel and undermine The Savoy Hotel’s operations. They lead to a decrease in demand, which can result in cancellations or limitations on travel.  
· In order for The Savoy Hotel to avoid legal repercussions, damage to its reputation, and financial penalties, it is essential for The Savoy Hotel to comply with legislation (Pizam and Ellis, 2013). 
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Here are interpreting SOSTAC analysis for The Savoy Hotel.
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Figure 3: SOSTAC Analysis
Situation: After studying the review segment of this hotel, there were very few reviews among those that could have been better and had complaints about both infrastructure-related and staff-related difficulties. The situation is that around a thousand evaluations regarding the hotel throughout the platforms have been evaluated, and among those reviews, there were very few that could have been better. The average rating for the hotel in recent times has decreased from 4.3 to 3.9 as a direct result of these reviews. 
Objectives: The purpose of this report is to develop an ideal strategy for resolving any problems that may arise with the property within the next half year and to provide an overview of those solutions.
Strategy: The strategy is to find a long-term solution to all of the tangible and intangible concerns, such as those involving the interior, the furnishings, and the workforce.  
Tactics: Creating a plan of action, developing a budget, evaluating input, and putting solutions into action. 
Action: The action will be to divide the responsibility among the groups in accordance with their respective areas of competence and labor. For example, human resources managers will look for new personnel and train those who are already on staff, while the property management will try to improve observable aspects such as the interior and the lighting. 
Control: When the management discuss about regulating the process, they are referring to the routine monitoring of the work and the standards, as well as the implementation of modifications whenever they are required. 
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Infrastructural Issues
	Particulars
	Findings

	Design 
	The hotel's layout requires improvement to become more acceptable. The hotel needs to design aesthetically.

	Room maintenance
	Every room needs to be checked to see if the pipes, air conditioning, or other components are functioning properly.

	Elevators
	Making elevators operate more efficiently through scheduling, creating clear signals, and possibly building additional or better elevators

	Small rooms
	Needs to extend the size of the room.

	Noise from outside
	Installing double-paned windows and ensuring that all rooms are adequately insulated


The hotel is in need of renovations in order to make it more appealing to guests. Improvements are needed in different parts of the building, such as keeping the chambers clean and fixing the lift if it is malfunctioning. We need to find ways to lower the noise level within the building. The state of a room relies on the regular upkeep of its various components, including the air conditioner and the pipes. Guests have noted the hotel is outdated and has made suggestions for improvements. In addition to that, the size of the rooms is not big enough and it is one of the main problems of this hotel (Ram Gupta, 2019). The Savoy Hotel could experience maintenance problems just like any other high-rise. In certain cases, guests have reported that their rooms' air conditioning, heating, plumbing, or other amenities just don't work. Most of the guests said that they had witnessed this occurrence on a few occasions. Guests may have a hard time navigating the hotel's corridors and lifts, which may make it difficult for them to go to their rooms or elsewhere (Ransley, Ingram and Adams, 2022). They were worried that the hotel's soundproofing wasn't adequate. Sounds from the outside world, other guests, or hotel activities may occasionally filter into your room. Changing the elevator timetable, installing more visible signs, and possibly installing new or upgraded elevators are all ways to enhance the service. The installation of double-paned windows and enough insulation can assist in lessening the impact of exterior noises. These alterations were made to enhance the comfort and convenience of hotel stays (Roberto Davide Cigolini et al., 2009).


Front desk related issues of The Savoy Hotel
	Particulars
	Findings

	More time to wait at front desk
	Teach workers how to quickly clean and sweep the rooms.

	Service encounter
	In terms of the service encounter, employees get opportunities to increase customer satisfaction through fulfilling the needs of a guest and so make sure that workers do their jobs quickly and correctly.

	Interaction with guest
	Recruiting bilingual personnel in front desk will help in case of overcoming language barrier. In addition to that, front desk employees must keep smile in their face when interacting with customers.

	Inconsistent service quality 
	Check the level of the services so that they are always the same. 


Check-in, room service, and housekeeping can all take noticeably longer than usual at busy times. This may cause them distress and dissatisfaction.  Some of the staff members at the hotel may not provide the attentive, individualized care that one would expect from a luxury establishment. Miscommunication between employees and customers can lead to issues such as incorrect information being provided or services not being delivered as intended (Shaw, Bailey and Williams, 2011).  Guests have the right to inform the staff of any problems they encounter, such as malfunctioning equipment, clogged drains, or unsatisfactory housekeeping. This might occur if there is a disparity in the quality of service provided by various employees or departments. This can lead to inconsistencies in the guest experience. The hotel is having trouble with a variety of issues, including lengthy wait times at the reception desk, inconsistent cleaning of some rooms, substandard employee performance, and communication issues among the personnel (Shih et al., 2019). In order to resolve these concerns, it is essential that we offer our employees with sufficient training on how to swiftly and effectively tidy up our accommodations. This will help to reduce the amount of time that guests have to wait in queue to check in at the reception. It is quite beneficial to have workers working the front desk who are fluent in more than one language (Slavković, Ognjanović and Bugarčić, 2022). This ensures that they will be able to communicate effectively with customers who speak a variety of languages. It is essential to maintain a professional attitude when interacting with guests. The hotel is able to assure consistent service delivery and address the issue of inconsistent quality of service by creating a quality checking system (Sparks and Browning, 2015). The purpose of these actions is to increase the level of satisfaction experienced by guests and to improve the quality of the service they receive as a whole. 
Restaurant and Menu Service Issues
	Particulars
	Findings

	Little Options
	They should broaden their food selections.  

	Costly
	Find out what similar, more expensive businesses are up to for inspiration. The hotel can use this information to better price its numerous dining options.

	Slow Service time
	Both the ordering process and delivering must be faster.

	Variability in the quality of the meal served
	Pay close attention to both the preparation and the presentation of the food in order to enhance the quality of the dining experience while decreasing the time spent placing orders and delivering the food on time.  



The hotel is struggling with a lack of available meal selections, expensive prices, slow service, and problems with preparation. The availability of additional choices can be increased by expanding the menu options. Researching one's rivals is an important step in determining the best price for food. Enhance the ordering procedure and ensure prompt delivery to create a more pleasant eating experience (Teng, Horng and Hu, 2015). The flavour of the dish is best preserved when the cooking and serving methods are consistent. Taking care of these concerns will likely result in an improved dining experience for the customers. Some have complained that there is a lack of variety on the restaurant menu at The Savoy Hotel. In addition to that, they would like to expand their menu to include more options for those with special dietary needs or preferences (Tung and Ritchie, 2011). Some diners have complained that they had to pay an arm and a leg for a meal at The Savoy Hotel's restaurant. They say the food is too expensive for what you get. They feel they've been cheated. Some diners have complained about the length of time it takes to get a table, peruse the menu, and place an order at this restaurant. There were reports of long wait times at restaurants (Ulus and Hatipoglu, 2016). Some diners have expressed concern that the restaurant's reputation for consistent quality is overstated. The food was either undercooked or overcooked, making it unappealing. 


Employee engagement issues
	Particulars
	Findings

	Lack of Available Staffs
	Employ people wherever there is a need for them.  

	Lack of adequate attention to or engagement with visitors
	Arrange meetings for staff members.  

	Staffs that have not been trained up
	Make arrangements for training programs. 

	Communication among the staffs
	Sharing of information with the team through activities such as holding meetings, utilizing internet resources, and making things simpler 

	Employee turnover
	Paying a fair wage, offering competitive benefits, and fostering an appreciative work environment



Inadequate staffing levels, poor communication between workers and guests, a lack of training, poor inter-staff communication, and excessive staff turnover are just a few of the problems that the hotel is experiencing. Increasing the hotel's employment could be one answer to these problems, as it would help to prevent staffing shortages. Having employees attend meetings to discuss ways to better interact with customers will help them pay closer attention and participate in those discussions (Vouk, 2022). By improving their abilities and knowledge, employees may do a better job thanks to training programs. Staff communication can be improved in a number of ways, including by increasing the frequency of meetings, the use of digital resources, and the simplification of information sharing. Hotels can reduce employee turnover by providing competitive wages, generous benefits, and a pleasant working environment. The hope is that by encouraging the staff to work harder, pay more attention, and feel happier, the experience for the customers would be enhanced. Customers have complained that there aren't enough workers at the motel. Delays and inefficiency are caused by the lack of personnel at the front desk, the concierge desk, and the restaurants (Wang, Ban and Kim, 2022).  Hotel guests complain that the personnel is disinterested and unable to engage them or provide adequate assistance. Some workers haven't had adequate instruction or oversight. A guest's problem-solving skills and productivity will suffer if they are unaware of the hotel's policies. Staff members who fail to effectively interact with one another may find it difficult to effectively assist guests.  The Savoy Hotel has lost a lot of employees. This might lead to issues, as inexperienced staff may struggle to satisfy customers.
 Here are the interpretations of how the management of The Savoy Hotel can overcome the issues.
Actions to overcome infrastructure and room issues
· One of the possible treatments is that enhancing the rooms, common areas, and everything available to guests to make their satisfied by upgrading and renovating them from time to time so that they are up to date.  
· Performing repairs before they escalate is what we call "preventive maintenance." Doing so will aid in preventing more serious problems. Maintaining smooth operations requires routine checks and maintenance of the underlying infrastructure.  
· The Savoy Hotel can implement strategies to better manage the lifts to cut down on wait times and crowding. Improving the efficiency of lifts entails arranging their schedules, creating understandable signs, and sometimes installing more or upgraded lifts.  
· There are measures we may do to lessen ambient noise in the hotel. To do this, it is necessary to make use of sound-absorbing materials, install double-paned windows, and ensure that all rooms are well insulated.  
· The Savoy Hotel notifies visitors in advance of any impending maintenance issues. Guests will be more comfortable and satisfied if we are forthright with them about what they can expect. 
Actions to overcome front desk related issues
· Hotel staff should be trained in active listening, clear and effective communication, and creative problem solving. The hotel should do routine maintenance checks to ensure that the building and its equipment are in good working order and are kept clean. 
· Develop a method for monitoring and advising employees' progress at The Plaza. Maintaining efficiency and resolving issues swiftly would be aided by this.  
· Make each visitor feel like a VIP by anticipating their needs and providing them with exceptional service. 
Actions to overcome restaurant and food service related issues
· The Savoy Hotel should expand its menu to give guests more dining options. For the sake of inclusivity, please provide additional vegetarian, vegan, and gluten-free menu items. 
· The Savoy Hotel's restaurant prices could use some revaluation. If you want to eat at a hotel with great food and a pleasant atmosphere, it's a good idea to research nearby restaurants with similar menus and rates.  
· Making services more efficient is crucial so that customers do not have to wait too long. Improving the dining experience is as simple as streamlining the ordering process and serving customers promptly.  
· The Savoy Hotel must implement stringent quality control measures to guarantee that their cuisine consistently meets high standards of both appearance and flavour. The Savoy Hotel can ensure that the food served is of the highest quality by establishing guidelines for preparation and providing proper training to staff. Customer surveys and comment cards can help The Savoy Hotel learn what we can do better.  
· Talking to and soliciting feedback from customers is a key part of customer engagement. This can aid in locating issues and providing prompt solutions. Visitors at Copenhagen, Denmark and the management of The Savoy Hotel are encouraged to provide feedback. Online forms, physical suggestion boxes, and dedicated email addresses are all provided as means of communication. The hotel may use this feedback to enhance both its food and service.  
· Training wait staff in new abilities can improve service and, in turn, diners' overall experiences. Staff members' professional attitude should be prioritized in order to address any issues that may arise. 
Actions to overcome employee engagement issues
· Making sure there are enough workers in each section to accommodate customers. Verify on a regular basis if any workers have gone missing, and adjust staffing levels accordingly.  
· Create training programs that teach workers new skills and improve their ability to assist customers. This may entail training in effective communication, problem solving, and providing individualized support.  
· Develop initiatives that inspire workers to take an active interest in their jobs and to view their employment as rewarding. The hotel may have gatherings to hear staff feedback, recognize achievements, and discuss career advancement prospects.  
· Improve employee output by watching them at work and instructing them on how to do their jobs better. It's important to regularly evaluate your work and make adjustments when necessary to ensure success.  
· Facilitate staff interaction by outlining expectations and providing efficient channels of communication. The Savoy Hotel’s staff can easily communicate with one another via a variety of methods, including in-person gatherings and electronic media.  
· Making people feel valued and wanting to work independently by providing a competitive salary, generous perks, and a nice work atmosphere.
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· Many problems and their solutions have been uncovered through analysis. Pay close attention to every detail. The hotel needs to do the following to bring back loyal patrons by solving their problems: 
· Prioritizing repairs to infrastructure including HVAC, plumbing, and electrical systems. 
· Improving employee service to consumers through instruction in active listening, clear expression, and creative problem-solving.  
· Elevator wait times and congestion can be mitigated.  
· Keeping the hotel's guest rooms, common areas, and restaurants spotless at all times. 
· The hotel places a premium on maintaining a quiet environment. They can employ insulated glass and double-pane windows to solve the problem. 
· Keeping the same price for the same quality of service. 
· Enhancing guest accommodations, common areas, and amenities. In order to spruce up and cosy up their stay. 
· It's imperative that room service be enhanced. 
· Increasing the variety of menu items to give customers greater leeway. 
· [bookmark: _Toc135919355]Recruiting more staff to assist with room service. Guests may have to wait longer than normal for services like check-in, room service, and housekeeping. 
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	No.
	Problem
	Solution
	Desired Outcome
	Estimated Time Frame
	Date of Completion

	01
	Hotel Renovation
	Searching for hotel rooms that require maintenance and installing new components, such as pipes and furnishings, during the hotel's renovation. 
	Create positive image among targeted customers.
	4 months
	01/02/2024

	02
	Broken Utilities
	Identifying as well as fixing all of the broken utilities
	Positive word of mouth influence
	20 Days
	20/10/2023

	03
	Elevators
	Figuring out which elevators are busier
	This helps ensure that customers have a seamless experience during their stay at the hotel.
	2 months
	01/12/2023

	04.
	Noise from Outside
	The interior of the hotel is kept quiet by the presence of two layers of glass
	Adequate insulation in all of the rooms.
	5 months
	01/03/2024

	05
	More time spent waiting in line in front of the counter
	Instruct the employees to rapidly make the rooms and sweep them.
	Guests are not required to wait for check-in or check-out
	2 months
	01/12/2023

	06. 
	Interaction with guests
	To get around the language barrier, the front desk should staff bilingual employees.
	The guests won't have any trouble obtaining the information they require.
	 2 months
	01/12/2023

	07.
	Limited Options on Restaurant Menu
	The restaurant should offer additional food selections on their menu.
	Provides guests with the Choices and Options
	2 months
	30/12/2023

	08.
	Low Service
	Speeding up the food preparation process
	Ensuring that it is delivered on time both contribute to an improved visitor experience.
	15 days
	01/11/2023

	09.
	Staff shortage
	Recruit and employ staff.
	Guests are able to receive improved service.
	2 months
	01/12/2023

	10.
	Employee turnover
	Reduce employee turnover by paying people well, providing them with appropriate benefits, and creating a pleasant environment at work so that they feel appreciated
	Increase of employee productivity which eventually increases guest satisfaction
	2 months
	01/12/2023
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The Savoy Hotel’s continuing attractiveness can be attributed in large part to its superb French Renaissance design, which is characterized by lavish embellishments and a distinctive mansard roof. The hotel's marble flooring and ornately decorated ceilings create a luxurious and decadent environment, further enhanced by the hotel's dazzling crystal chandeliers. It has a long history of prestige thanks to the notable people who have stayed there. Whether in town for business or pleasure, guests of The Savoy Hotel will find all they need at the hotel, which features a fully-equipped fitness centre, spa, posh boutiques, and professional services. The hotel's rooms are exquisite, with high-end furnishings, soft beds, cutting-edge TVs, and marble vanities in the bathrooms. Professional, multilingual employees at The Savoy Hotel are committed to making each guest's stay one to remember for the benefit of the hotels valued mostly (Wang, Ban and Kim, 2022). However, By conducting extensive research, the management of this hotel discovered the following tasks that need to be completed: locating the rooms that require maintenance and installing new features, such as pipes and decorations; locating and repairing all broken utilities; determining which lifts see the most traffic; providing two layers of glass and ensuring that all rooms are adequately insulated; training employees to quickly clean and make rooms; hiring efficient employees at the front desk to help guests. The hotel was well known, yet it had its share of problems. Issues with staff responsiveness, problem resolution, and maintenance were voiced. Hotel diners' complaints centre on the high prices and subpar quality of the fare. There have also been complaints about the room service, which reportedly includes long wait times and a lack of options. The overall quality of service to guests requires attention to these problem spots. Its prime location, legendary reputation, luxurious amenities, strong brand notoriety, and great dining selections are among The Savoy Hotel's many strengths. Dissatisfied guests have complained about the hotel's poor customer service, which includes delayed response times and unhelpful employee attitudes. There have been several complaints concerning the upkeep and cleanliness. The rooms and public areas are not kept clean and the facilities are old or broken. Some customers at The Savoy Hotel feel that the hotel's high prices are not justified by the quality of their stay due to its high-end status. They talk about how cramped the rooms are and how little facilities there are. Rooms facing the street may be noisy due to the hotel's convenient position near major thoroughfares in Copenhagen, Denmark (Wilkins, Merrilees and Herington, 2015). There were sporadic reports of noise complaints. Due to its fame and iconic position, guests may find the public areas of The Savoy Hotel to be crowded and impersonal. The hotel may overcome obstacles and strengthen its position as a leading luxury hotel in Copenhagen, Denmark by resolving the weaknesses and capitalising on possibilities, such as increasing target areas, embracing changing travel patterns, and making use of innovation. 
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If 1 could give this a O rating, | would. AVOID AVOID AVOID unless you want to
be left with nowhere to sleep

If you're considering this terrible "hotel” | would seriously start looking at alternative options.
1was due to stay at the property from a Saturday to Tuesday. My flight was delayed so | was later arriving
in Copenhagen that | expected. | arrived at the hotel at 00.05 and the whole place was closed up! There
is an “out of hours” phone number that nobody answers. | was standing outside for 30 mins in the freezing
cold and snow, as there is a gate you can't get through without @ keycard. Thankfully, another guest was
eventually entering and | got inside.

Once inside, the reception was totally locked up, not one staff member was onsite. It's a very strange set
up. There is even a sign on their lift saying not to use it after 4pm as you could get stuck and if you do, the
maintenance team are gone home by then so nobody can help you-is that not laughable???

Itindicates nowhere nor did it state in my confirmation emails you can't check-in after midnight. Even still
the out of hours phone number should be monitored at all times. | waited until 2am and eventually found
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Unclean, smelly rooms and poor service

We booked to stay at the Savoy, with an early check in. When we arrived we were
told that our early check in wasn't on the system and to come back in a few
hours. We did so and when we came back there was a different lady at the desk.
She had not been informed about the early check in and asked the lady who had
helped us before if anyone had requested an early check in today. The lady was
about to say no until she saw us sitting in front of her, to which she said yes.
However, we still did not have our rooms.

The lady did not apologise for not relaying it to her colleague and instead made
us wait '5 mins' - it was actually 30. Further, she told us she would upgrade us for
the inconvenience but then said, sorry, there are no upgraded rooms available.
Maybe don't say it then! Even after that, we weren't offered free breakfast or
anything.
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Bad impression of hotel

Very bad. Room is small and very basic, very overpriced. Breakfast poor. During
the night hotel s closing the entrance doors, receptionist forgot to give a card/
cod from inner yord entrance, so | just stayed on the street.

Convenient location.
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DO NOT STAY HERE! - Total rip-off!

Me and my partner visit Copenhagen from Perth, Australia end of 2020. | am
Swedish so we drove down from Sweden with my mums car to spend a night.
When we arrived at the hotel, we paid for a ticket to access the hotel parking.
When we came down to the parking we could not find where to park so | call the
hotel and the guy who answered was very rude and just told me to put the card in
the machine. | explained for the man that there was no machine and he then said
‘I actually haven't been down there so | don't know how it looks'.
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