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Summary

: s

(=
- a full service, 30 story boutique hotel with 305 ms
- surrounded by corporate buildings, rest?&p;nt shopping and theater
district

- has two main competitive sets st
- four relatively large cumpetltu { heraton, Crowne Plaza, Guest Suites

and Millenium Properties
- had approximately 25{} I

- a non-union pruper ket where 96% of hotels are unionized
- occupancy level w\t% uch greater in weekdays
- customer gé\g tes had been consistently dropping over the past few
years

hutelﬁ\uriﬁnér HR manager had implemented sizeable budget cuts for
e  training and hiring practices
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The Roccoco Hotel aims to be the pref@m ‘hotel in New York

by providing high quality se |CE\4nnuvatlve products,
\,,,/

inventive amenities, superior ro service and giving an
elegant and relaxing atmns to its customers.
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Vision S 2%
(E5y©

)

The Roccoco Hotel aims to becnmg the number one hotel in
New York that delivers high Q]Et\\"services that surpass

expectations in every as eﬁ'\ﬁ '~ customer services while
retaining its affordable rate?\\
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statement of FhE X@)

Objectives | @

cy Central Problem

OVE COM FETENer and @
-IMPH' = h'ett ir \
by Pr ices 1O to How could Roccoco New
quality :;ts as well as

" York Hotel keep up with

existing © | clients. the growing Competitions

those PO | by improving theijr Services
O

® - without sacrificing tog
g\i , Much cost?
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Statement of the
Objectives

- IMPROVE COMPETENCY
by providing beti:ér and
quality ser\nces to their
existing dients as well as to
those]‘i\\\\* tential clients.



How could Roccoca New
York Hotel keep up with
the growmg competltlons
by |mprovmg their services
without sacrificing too
much cost?
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/) 1. Effective marketing thru the web

2. Many of their customers are business
travelers

3. Customers that are looking for a quiet
and convenient place to stay are easily
attracted to the hotel's boutique
orientation




1. Eloquent design, good ambiance a@@
good location for the building % B

2. Good management pers.t@

3. Non-unionizec

B







Opportunities @
N
5(//73\&://}‘]
1. Effective marketing thru the WEby \J)

(C~ ©

NN®)
2. Many of their customers are b iness
travelers //%\\\fi’

N/

3. Customers that ¢ oking for a quiet
and convenient place to stay are easily
attracted to t@kg otel's boutique
orientatio \\ O



Threats

1. Resistance to rate '“f-l'eases

2. Low employe;e satlsfactlon for
the staff s :

3. Vacancies in middle
management positions due to
@;gﬁcompetlto rs providing better
~ opportunities
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1. Increase the rate of % . g










2. Reimplementing budget




ADVANTAGES ©@®

S
- Improve employe%@ ormance

- Increase |n§§@t mer
satisfacti ereby increasing
the f sales

Y

1\
W i\ntrease in employee
),
\i\\ satisfaction
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3. Implementing a rate increase @

accommodate budget ﬂﬁu@
s




ADVANTAGES ©®

- Improve employee perf ce
- Increase in cus o@@satlsfactlon
thereby incre e future sales
\
© :
- Ablllt@w vide quality services

x@éase in employee satisfaction

\

A\ oY
\)

- Benefits exceed costs

\
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Plan of Action v \

/
1. Increase the rate gradua}&k )
G \\\\ 2/

2. Proper recruitm@n% e

3. Proper trail@ﬁ:}r the employees
W =
4. Establishment of a good employer-
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ential Problem x;?
POt i //"\ N
aval “
of the :ustumeﬂi:“ @ -
willingn=2  otel's services: ’, //\\ Contingency play
1. un n t-hE . { (\
rtry 0 ers in \/\\//
anothe the existing custom 2 ;\i 1 If the implementation of the rae
imcti f 7 i d budget traj in r
!,:m-m? 3 Increase an ge aining Programs
& “E:;rea,-.e in rate loyees. o & and reward Systems at the same time |s
e hl“ mn-ﬂqatﬂd ik B \Qh too friﬂfil and l:ﬂsﬂy ﬁ:r’ thg Hng_‘cn:u
.“ty- to d //‘\ ;// NEW ?ﬂrk HﬂtEh
3. Inabt uate an \
ide adeq ges
{nability to p'r'““!. for the emp! J - choose 1o PUL Into action firgy the
a Fricient training rween Implementation of 3 rate increase
4 Jblish h ue to - Subsequently reirnp!emenl:mg budget
5. Inability to n5"id the. training Programs and reward Systems
ran
amploye
t::nr employee s Eventually, Step by step Procedures cap

x XX still achieve thejr desired targets,



Potential Problems

1. Unwillingness of the customers tn EWEIIl
another try on the hotel’s servlces,

2. Rejection of the exlstlng custumers in
the increase in rate |

- Inahility,,,td‘i\f~hi‘i€é hutivated employees.

4. Inahlllty tn provide adequate and
:_suff' icient trainings for the employees

5. Inahi]ity’ to establish harmony between
the employer and the employees due to
poor employee satisfaction



Contingency Plan

If the implementation of the rate
increase and budget tralnlng pmgrams
and reward systems at the sarne time is
too critical and clstlaf fur the Roccoco
New York Hntel Ew 1

\ \ AN
-
f /\/’

\ \\ )

- choose to put into action first the
implemgntatmn of a rate increase

- suﬁsequently reimplementing budget
(Q,\tralnmg programs and reward systems

N

A \‘*\\)Euentuall}.ﬂ step by step procedures can

still achieve their desired targets.
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