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In January, 2017, a new General Manager Rishi Anand was 

appointed to take over the City Luxury Hotel a 187 room 

property located in Mumbai. The hotel was plagued with 

problems of lower than average guest satisfaction scores, low 

sales and profits, employee morale and motivation was low, and 

departments were not working together.  According to Mr 

Anand, “The Hotel could not focus on the necessary changes 

required to improve guest satisfaction, employee satisfaction and 

operational performance in the last few years. 
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I. BACKGROUND 

ity Luxury Hotels is part of a well-known global chain of 

hotels namely Lifestyle group which has its presence in 

most countries of the world. Presently there are 350 hotels. 

The City luxury is a premium brand within the Lifestyle group 

which boasts of superior design, service, guest experience and 

performance. 

As a part of its developmental effort City Luxury has a 

comprehensive 5-point plan designed to make City Luxury 

Hotels a preferred choice amongst travelers. It consists of 

digitalization, logo change and redesign of all facilities, 

igniting passion of employees and offering better returns to 

investors. 

II. DETAILS OF THE OCTAPACE CULTURE SURVEY 

Mr Anand the GM was summoned into the office by the CEO 

months before he took over the Mumbai hotel. A little 

perturbed by the sudden call, Mr Anand presented himself for 

the discussions. The HR Director and CEO shared with him 

the survey results of the employees’ perceptions of the 

OCTAPACE values. More than 50  employees were covered. 

OCTAPACE survey instrument covers the following eight 

values which are explained in brief: 

Openness covers expression of spontaneous feelings 

and reaction.  

Confrontation means courageously facing the 

problem and solving it instead of running away.  

Trust is the element of culture when one is ready to 

believe each other.  

It also means to maintain the confidentiality of information 

that is passed on with trust.  

Authenticity is the element of the culture which 

means that there is congruence between one’s word and the 

deeds. It is to deliver the promises made.  

Proaction is the element of culture where in the 

person is encouraged to take initiative and to take action to 

prevent the mistakes.   

Autonomy is the element where each person is given 

the power to make their own decision and given the power to 

give advice to the management.  

Collaboration  is  the  element  where  people  work  

together  asking  and  giving  help  to  each other. There is 

team spirit.  

Experimentation is the element where in the people 

are allowed to try out new ways and bring forward innovative 

ideas.  It represents the risk taking ability of an organization. 

(Pareek 1994) 

Across the OCTAPACE values the hotel had fallen on its 

scores of Collaboration and Autonomy. The other values on 

which the Hotel was considered good included: Openness, 

Confrontation, Trust, Proaction, Authentic, and 

Experimentation (Table 1). 

The chain prided itself on caring for is associates. But its 

values of Collaboration and Autonomy were found to be 

disturbing. 

Mr Anand had to work with the HR Director closely to turn 

around the Hotel. 

Table 1Comparison of OCTAPACE SCORES 

 

Average score 

per statement 

Average 

scores per 

category  

Tentative Norm 

Scores * 

   

Low  High 

Openness 3.38 13.52 13 17 

Confrontation 3.45 13.8 10 16 

Trust 3.28 13.12 10 14 

Authenticity 2.55 10.2 10 14 

Proaction 3.43 13.72 12 18 

Autonomy  2.75 11 11 16 

Collaboration 3 12 13 17 

Experimentation 3.2 12.8 11 16 
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*Tentative Norm Scores  are provided by 

UdaiPareek (1997) 

 
**Interpretation  

  

 

Score below norms needs improvement 

 

 

Scores on or above  lower level of range  means 

Good 

 

Scores near or above higher range means very good 

 

Scores above range means 

excellent 

   

III. INTERVENTION 

City Luxury appointed a consulting organization to design 

interventions to improve the culture and impact business 

results. The consultants agreed to take action to improve two 

values:  Collaboration and Autonomy. 

Over the next 10 months, consulting experts met with the 

management team for a total of 3 days to drive awareness 

about the values and worked out focused training and 

workshops to improve employees’ skills.  A consistent theme 

of the trainings was team working, communication, bonding 

so that the internal readiness on collaboration and taking 

ownership would ultimately translate into better customer 

interfaces. Most of the training was on experiential learning 

leading to meaningful reflection and action. 

Several of the leaders received one-to-one coaching ranging 

from two to twelve hours.  Leaders were coached to have 

clear expectations of how managers and employees should 

treat one another, and the guests. HR department conducted 

additional training on standards.  The management team 

increased on-the-job training and made extensive efforts to 

raise quality standards and expectations of employees. 

IV. RESULTS 

The organizational survey post the efforts showed marked 

improvements: Collaboration improved by 20 % and 

Autonomy by 10 %.Guests noticed improvements which were 

visible in the written comments made about staff: warm, 

resolve issues, are willing to help.  Overall satisfaction rated 

by guests at the hotel was highest ever at 8.76 (exceeding 

other City Luxury Hotels by 4%).And market share improved 

by 5 %. 

V. QUESTIONS 

1. Using the case details show how can you drive 

business performance through culture change? 

2. In culture management strategies how important is it 

for organizations to leverage the knowledge, mindset 

and behavior of employees? What role do the leaders 

have in building cultures?  

3. What audit framework can be used to assess 

organizational culture and how will you set up 

culture metrics 
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