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[bookmark: _heading=h.gjdgxs]Executive Summary
This report has emphasised the short description of the consultancy report, the practices of the hospitality and the other services of the business that are related to this topic has been also discussed. The key findings of this assignment have highlighted the role of the management consultant and the initiator that carries with the strategic process of the business Hotel Zilwa Attitude. The problem of this study measures the lack of skilled staff and disruption of the supply chain due to inadequate infrastructure of the business. 
A supply chain is the backbone of the business enterprise that relates to the ideology of high demand versus limited supply. The business enterprise's reputation also hinges on the disruption of the supply chain that can harm both the revenues of the business, effective planning and dependable business plans. Several key findings can underline the supply chain issue, like the requirements for specialised transportation to the hotel and the last miniature requirement explaining that the sudden demands for extra supplies may necessitate the swift delivery of the generally more expensive solutions.
Internal shipping complications are one of the major issues that display cross-border shipments along with the layers of legal formalities and a chance of higher risk. The issues that the hotel is facing like the issue of the supply chain disruption due to the location of the business enterprise. The lack of skilled employees and the change in the preferences of the consumers are some of the most significant key findings that have been elaborated within this study. 
The findings of this study have focused on the in-depth analysis of the problems that are faced by the hotel and why the hotel is facing such issues, resulting in the downfall of the financial performance of the business enterprise and a decline of the reputation of the business as well. The impact of the issues has caused severe damage to the reputation and the financial projects of the trade organisation adversely. Therefore, the list of each of the issues with the necessary justification that will cause damage to the reputation and the performance of the business enterprise has been showcased in this particular assignment. 
The external factors that are causing damage to the profit and the productivity of the business have been portrayed through the support of PESTEL analysis; the factors of the PESTEL emphasise the political, economic, social, technological, environmental and legal aspects of the business that are not followed or ignored by the business that has made the situation worse for the business enterprise has also been portrayed in this assignment.  Additionally, the SWOT analysis has also been conducted within this report for the analysis of the internal aspects of the business, through the support of the TOWS that has been conducted after the SWOT analysis for the understanding of the threats and the weakness of the business enterprise that are impacting the nature and the performance of the business enterprise negatively. 
The analysis of the findings of this report relies on all the issues and the negative aspects that have been displayed with the support of graphs and the statistical data for the understanding of the issues for the business has been also highlighted in this report. The findings of this report have also measured the issues that have been portrayed on the above lines mentioning the lack of skilled employees and labourers that could reduce the rate of productivity and profitability of the business. Therefore, the factors affecting the rate of consumer retention with the major aspects like services provided to the consumers, a vast range of the options of the commodities, robust data privacy and the other loyalty programs that are connected with the privacy and security of the consumers has also been enhanced in this report. The climate is also one of the major issues for the effective growth of the business; due to the severe climate conditions, the business is facing a downfall within the base of the consumers that could be enhanced by providing effective measures like heaters or other accommodations facilities that could provide relief to the consumers during their visit to the particular spot. 
The recommendation of this study has emphasised the necessary advice that could be utilised by the business for the proper enhancement of the productivity and the profitability index of the business enterprise. For instance, the recommendations have discussed the aspects of issues like supply chain disruptions, lack of skilled labourers, weather conditions and the ideas that could be used for the minimisation of the factors that have been faced by the business enterprise. The recommendations will also help the business to manage the issues and boost the financial performance of the business enterprise along with the accurate enhancement of the goodwill of the business. 
[bookmark: _heading=h.30j0zll]The overall aspects of the business have showcased the issues of the business, and the ideas of the consultancy firm, Consult Crafters, have been provided for the increment of the effectiveness and efficiency of the business enterprise. The analysis of external and internal factors of the business enterprise and the analysis of the threats and the weaknesses of the business that have to be minimised have also been analysed in this assignment, along with the proper justifications. 



[bookmark: _heading=h.1fob9te]Introduction 
Organisational Consultancy is practised in the Hospitality and tourism sector as it helps increase the profitability of the companies. The management issues that the Hotel Zilwa Attitude is facing will be addressed in this report. The hotel is situated in Mauritius, East Africa and the problems are related to the barriers that are faced in market expansion, customer satisfaction, and lack of revenue generation. The company wants to overcome these issues so they can gain more customers and increase their satisfaction rate to gain more reputation. Hotel Zilwa Attitude is a family-friendly hotel situated near the village of Grand Gaube in the northern part of Mauritius (Hotels Attitude, 2024).
The four-star hotel situated on the island celebrates the natural beauty the destination has to offer. Situated in 2013, the organisation has tirelessly served its customers and offered the most inspiring island experience. The hotel rooms are inspired by traditional mansions and have cement floors that are coated with wax. Other than this, the structures have walls that are rough and driftwood. Spa, pools, mini club, and more services are offered to the tourist so they can relax during their stay. Most commonly, the size of the rooms is 50m² with two bedrooms and two bathrooms (Hotel Attitude, 2024).  
Consult Crafters is a consultancy firm located in the northern part of Cardiff, Wales and has been successfully crafting plans for hotels for the last five years. With a group of experienced consultants, the organisation has proven to be useful for companies in need and are expert in making consultancy reports for hotels especially. As the hotel is suddenly witnessing a decline in the collection of revenue and consumer satisfaction, it has asked for the assistance of the consultancy firm. The firm can help in identifying ways to deal with the issues that have arisen in the hotel. Positive and essential management advice can be provided by it to make the hotel thrive in future. 
The issues that are identified within the chosen hotel will be described with as many details as possible. The impacts of those issues on the hotel will be described along with the causes behind the issues that have formed. They will be analysed and proper statistical data will also be provided in the topics. A PESTEL analysis will be conducted as it is helpful in determining the external factors that significantly affect the organisations. Economic, political, legal, social, environmental and technological factors can be determined using this framework. This can help in pinpointing the external factors of the organisations affecting it and creating those identified problems. 
A SWOT analysis will also be conducted to identify the sectors in the organisation that are performing well. This framework is generally used in finding out the opportunities, strengths, weaknesses and threats that an organisation might have (Puyt et al., 2023). With the identified strengths and weaknesses that are internal factors, external factors like threats and opportunities can be gauged. Along with these, a TOWS analysis will also be included to strategically identify some internal and external factors. With the application of all the above-mentioned frameworks comprehensive understanding of the issues that the hotel is facing can be identified. The listed problems can help in making appropriate recommendations for the hotel so they can overcome those mentioned issues. 
There can be made changes in the management problems as well and is so for the chosen company, it will be specified. The process that will be used in measuring the success rate and some strategies will be recommended accordingly. An action plan will be prepared for the client so they can have a breakdown of the problem, solution and the desired outcome. 

[bookmark: _heading=h.3znysh7]Analysis 
[bookmark: _heading=h.2et92p0]Description of the Issue with Cause and Impact 
Hotel Zilwa Attitude, located in Mauritius has been facing many problems and that has created issues in running the hotel. With the issues that have emerged, the company has been experiencing drawbacks in customer service. The fall in the ratio of customer satisfaction is negatively impacting the company. Attracting potential customers has become a challenge and future business expansion has been facing major barriers. 
Issue
Consumer attraction problem
Cause
The location of hotel is in such a place that experiences a lot of storms and cyclones making it threatening for the travellers to choose it as a resort for staying. The bad weather conditions in the area make the place less attractive to potential customers. Customers often complain that there are too many mosquitos in the rooms and it is very risky as they can affect one's health severely (Hardyhenryservices, 2024). 

[image: ]
(Climatestotravel, 2024)
The climate of the island of Mauritius is tropical, meaning it is most of the time moist, rainy and hot as a location. From January to March, the place experiences massive rain, and less rainy season lasts from June to September. 
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(Climatestotravel, 2024)
As a part of the Southern Hemisphere, regular thunderstorms and downpours are regular occurrences. This weather is the best for the mosquitoes to grow, and they flourish in favourable weather. The massive growth rate of mosquitos sometimes cannot be controlled even with proper precautions taken by the hotel. The average rate of rain in a year is 1590 millimetres, February being the rainiest month. The temperature of the location remains from 29/30 °C to 25/26 °C, which is comparatively hot for travellers from Western countries (Climatestotravel, 2024). 
Impact of the Issue
The company fails to attract a large number of customers as an impact of the issue. The ones that visit the place often complain about bad weather conditions that force them to spend time in their room rather than enjoying the natural beauty. The rooms have many mosquitos as a result of the moist weather, and the customer does not feel comfortable during their stay. 
Issue
Operational problems
Cause
There are instances when guests have complained that the rooms that have been allocated to them are different than the rooms they requested. This shows there is a fundamental issue within the staff, and many of them are unskilled. Due to the participation of the unskilled staff in the operational activities of the hotel, its reputation of it gradually falling. There is a significant lack in the management section of the hotel that fails to observe the efficiency of the employees (Roos, 2020).
[image: ] 
(Rogers, 2024)
The above graphical representation shows the global customer retention rate in the tourism and hospitality sectors on various factors. The factors are regarding good customer service, product availability, good service, data privacy, smoothly running the website, relationships with the customers and many more. Skilled staff are needed to improve all the things mentioned above, and if they are lacking, it can cause severe operational problems. 
Impact of the Issue
Unskilled staffs severely damage the business of an organisation as they are the main ration behind the reduction in productivity rate. If the backbone of the establishment, the staff, do not perform well the guests leave the hotel dissatisfied. The dissatisfied guests do not come back to that particular hotel and do not recommend it to someone else as well. This causes a reduction in generating revenue for the organisation and the budget of the hotel can be strained(Hendy, 2023). The reputation of the organisation gets tarnished as the service quality of the company deteriorates.

Issue
Loss of loyal customers
Cause
The tourism and hospitality sector is ever-changing, and the trends of this industry are always reforming and changing (Werth et al., 2020). Nowadays, guests want to experience that are made by reflecting on their preferences. Overuse of natural resources is not liked by modern tourists, and they believe in sustainable practices. Maintenance of safety and hygiene is another standard that most of the consumers want. The vivid use of modern technological elements is in the trends as well, and the lack of their usage causes in loss of a loyal customer base. 
Impact of the Issue
The company is losing a big base of loyal customers as it is unable to provide the services that the customers want. Not many people are recommending the company to others and as a result, the popularity of it is decreasing. 
Issue
Disruption in Supply Chain Management
Cause
The supply chain management of the country is interrupted due to multiple reasons. There are challenges regarding the lack of hard currency. Purchasing the elements and materials that help in running a hotel faces low credibility. The location faces many hazardous incidents due to environmental occurrences and disrupts the supply chain. The transportation system is not that well as well due to weather, human errors, traffic and more (mhugos, 2023).

Impact of the Issue
[image: ]
(Researchgate, 2024)
The graph displayed the impact of the disruption of the supply chain within the aspects of the hospitality sector. The lack of skilled labourers, proper service providence to the consumers and the loss of the business due to the other measures have been showcased. Through the support of this graph, the business can understand the loopholes or the missing criteria of the business that have to be followed and the recovery time of the business after the implementation of the strategies could be assumed along with the measures that are required for the effective growth of the business (Sawik, 2020). 

[bookmark: _heading=h.tyjcwt]PESTEL Analysis of The Hotel Zilwa Attitude, Mauritius
Political Factors
International observers often gather from countries around to see government elections and the hotel significantly benefits from it. On the other hand, sometimes decline in the hotel business is witnessed as there are violent outbursts that often occur. The demand for hotel rooms most of the time declines around the time of election as most tourists do not want to get mixed up in the situation. Africa is a politically unstable place and that negatively impacts the business of the hotel (Troughton, 2020). 
Economic Factors
The business environment in the location of the hotel is unfavourable and limited access to the internal markets makes the business landscape unprosporous. The insatiable political landscape and weak infrastructures make the economy of the country weak. Economic factors often cause not being able to use proper measures that can help retain more customers (Worldbank, 2024). 
Social Factors
Life expectancy, income and education significantly effect on the sustainability factors of the hotel. The social and cultural practices of the locality often attract potential customers interred in social diversity and cultural practices. There is a shortage in the supply of labour in the country and skilled people cannot be found easily. The lack of skilled workers is making the Zilwa Attitude Hotel face a major loss (United Nations Economic Commission for Africa, 2024).



Technological Factors
Zilwa Attitude tries to offer its customers as much technological support as it can provide them. The hotel accepts credit cards, and WIFI service is offered to the tourists. The hotel has LCD projectors, laser pointer, DVD player and more such conference facilities that make it stand out in the contemporary organisations in the country (Hotels Attitude, 2024). 
Environmental Factors
The sea level and temperature are gradually rising and causing weather events that are extreme. Loss of biodiversity and coastal erosion threaten the business of the organisation. The area itself is tropical and not pleasant as it is moist and rains all the time. The temperature is rising at the location and it is calculated that the sea level will rise by 16 cm within the year 2050. This makes the place highly risky, and in the future, people may avoid this place as a travelling destination to remain safe (Unep, 2023). 
Legal Factors
The policy changes and government reforms can be considered as the legal factors that affect the chosen hotel. The value-added tax in the nation reduces unnecessary spending by the government and reduces the demands of hotels as well. 

[bookmark: _heading=h.3dy6vkm]SWOT Analysis of Hotel Zilwa Attitude, Mauritius
	Strengths
	Weaknesses 

	· The hotel is situated in a sublime place that offers an extensive view of natural beauty to tourists (Tripadvisor, 2024). 
· The hotel has services like pools, clubs for kids and spas so the tourists can relax during their stay (Hotels Attitude, 2024). 
· Privacy and relaxation options are provided for couples, singles and groups of friends. 
· The company provides many services at a reasonable price that makes it stand out amongst its peers (Hotel Attitudes, 2024). 
	· The weather condition of the place is not good (BBC News, 2024). 
· The staffs of the establishment lack professionalism. 
· The company is unable to keep up with the modern trends in the industry. 
· The supply chain of the organisation is getting disrupted due to weather conditions and more. 

	Opportunities 
	Threats 

	· Tourists who are interested in experiencing natural instances can gather here.
· Families with kids can be attracted to the services and facilities the organisation is providing. 
· People from the young age group can massively choose this hotel to stay. 
· People from different economic conditions can choose this hotel. 
	· Rapid changes in weather can affect the number of tourists that come here.
· The trust of loyal customers can decrease if they are not treated well by the staff. 
· Tourists interred in tailor-made vacations will not visit this establishment as it lacks personalisation of services. 
· Organisational operations can be disrupted.  





[bookmark: _heading=h.1t3h5sf]TOWS Analysis for Hotel Zilwa Attitude 
TOWS Analysis can be referred to as a strategic planning tool to help organisations evaluate and identify their strengths, weaknesses, opportunities and threats. 
	Strengths/Opportunities
Strength- Hotel Zilwa Attitude provides excellent opportunities for relaxation and privacy for people belonging to the Adult age group (Buttrick, 2009). 
Opportunities- Due to its exclusive opportunity provided to adult people, it has a great opportunity for market expansion among singles, groups of friends and couples. 
	Strength/Threats
Threat- The hotel is facing recently the threat of losing some of its customer base. 


Strength- The threat of Hotel Zilwa Attitude can be converted into its strength by introducing various promotional and discount offers and attracting new customers (Baron and Armstrong, 2007).

	Weaknesses/Opportunities
Weakness- The hotel allows only adult people and those below 18 years are not allowed.

Opportunities- This is an exception from those hotels which allow only family stays (Boonpienpon and Wongwiwattana, 2019).
	Weaknesses/Threats
Weakness- The situation of the hotel is one of the weaknesses as there are transportation problems and weather conditions are also not favourable throughout the year. 
Threat- The weakness of the situation of the hotel is a threat to the market expansion of the hotel (Kotter, 2012).




[bookmark: _heading=h.4d34og8]Change Management and Recommendations 
[bookmark: _heading=h.2s8eyo1]Identification of Recommendations
The recognition of the issues that Hotel Zilwa Attitude are facing in the contemporary market leads to different recommendations. The organisation should cope with the changing demands and needs of consumers to retain its loyal consumers. The changes in the training process and making the staff more efficient can manage the problems in operations (Kaydos, 2020). This could result in the implementation of different upgraded technologies to make the tasks automated. The problem in the attraction of consumers aligns with the bad weather conditions. The mentioned hotel can provide different transportation facilities to the consumers to overcome the bad weather conditions. The management of target inventory, logistics and suppliers can improve the process of the supply chain. It can mitigate the issue of supply chain disruption. These suggestions can make the hotel more effective and efficient in making a good profit (Tortorella et al., 2021). 
Development of Staff By Training
· It is recommended that Hotel Zilwa Attitude implement the process of training and development of knowledge for staff. It is essential for the betterment of the hotel and to minimise operational issues. The training can increase efficiency among the employees of all departments. It can make the management process more efficient and operations smooth. The institution can provide training in providing consumer satisfaction and also about the changing trends among consumers (McDermott et al., 2023). 
· The Hotel Zilwa Attitude can also provide the training of technological skills. It can improve the skills of handling technological devices. The organisation can minimise the issues of operation by this. The use of more technological devices can make a difference in the process of operations and also improve the efficiency of the hotel. It can provide them with more consumers and also enhance their chances of establishing the business in the future. The training of the safety protocols is also important for the staff. It can enhance the knowledge of employees. It can make the operations more safe and also improve staff engagement with the hotel. It can increase the productivity and also sales of the mentioned hotel (Ruel and Njoku, 2021). 
Analysis of the Contemporary Market
· It is suggested that Hotel Zilwa Attitude analyse the contemporary market before making any strategies. It can assist the hotel to know the trends of consumers along with their needs and demands. The knowledge of needs and demands can be used during the preparation of different strategies for the attraction of consumers (Ruiz-Palomo et al., 2020). The knowledge can prepare strategies according to the needs and can fulfil the demands of the customers. The attraction of consumers can be increased by providing them the demandable facilities. The more engagement of the consumers leads to the increment of sales and results in the enhancement in profit of the hotel (Pereira-Moliner et al., 2021). 
· It is advised that the Hotel Zilwa Attitude can make the changes in the technological uses. The hotel can invest nearly £8000 in the implementation of technological tools for the analysis of the market. The company can use the facility of chatbots to enhance the experiences of the consumers. Chatbots are tools that can automate the process of answering questions. It can assist in talking with the consumers and get knowledge of their preferences. It can enhance the effectiveness of the strategies and also increase the engagement of consumers. This can manifest the profit margin of the company and also enhance the chances of the business establishment (Floričić, 2020). 
· The analysis of the market can enhance the idea of the suppliers supplying in the tropical area. The enhancement of the idea can prepare the strategies that can be adopted for collaborating with the suppliers and make the supply chain more powerful. The proper management of the supply chain can increase the satisfaction of the consumers as the hotel can provide the demandable product. It can enhance the satisfaction of consumers and also the engagement of consumers (Tortorella et al., 2021). 
Increment in Operational Efficiency
· It is recommended that Hotel Zilwa Attitude can increase the efficiency of their operation. The processing mapping is an essential procedure that can improve the efficiency of their operations. A tough review of the lackings in the previous strategies and making different changes can increase the efficiency of the operations. The visual display of the workflow, along with the opportunities for success through process mapping, can improve efficiency. It can provide the employees with the exact roles that they have to perform, along with opportunities for success. It can motivate them and increase the productivity of the hotel by increasing operational efficiency (Meira et al., 2021). 
· Taking feedback from the employees can also be a process that can be adopted by Hotel Zilwa Attitude to increase the efficiency of the operation. The feedback can provide knowledge of the lackings and the problems faced by the staff (Elsharnouby and Elbanna, 2021). It can make the process efficient by implementing various strategies for the improvement of the lackings. The problems of the staff can also be minimised by working on the feedback from them. It can provide more job satisfaction to the employees and also increase their efficiency. The increment in the efficiency of the staff can lead to an increment in the efficiency of operations and result in more profit for the institution (Melián-Alzola, et al., 2020). 
· Implementation of technological tools can increase the efficiency of the operations. The technological implementation can minimise human errors and make the process automated. The organisation can implement the digital key system, and automatic check-ins and increase the property management process.  This would improve the operation and decrease the pressure on the employees (Ioannidis et al., 2021). The organisation can also be assisted by technological devices in the management of inventory and planning according to them. This can minimise the issue of supply chain disruption. Thus, it is recommended that the hotel make the process more efficient and also increase the sales of the hotel (Espino-Rodríguez and Taha, 2022). 
Inventory Management
· It is suggested that Hotel Zilwa Attitude can improve the management of inventory to minimise inventory management. The company can include technology such as the Internet of Things. It can assist in managing the inventory properly by using the scanners and other devices remotely. It can provide an idea of the materials that are required for further utilisation. This can make changes in the management of the supply chain as the hotel can contact the suppliers earlier and manage the supply chain properly (Duric and Potočnik Topler, 2021). 
· Sourcing is an option for Hotel Zilwa Attitude to mitigate the issue of supply chain disruption. Sourcing is the process that can minimise the issue of supply chain disruption. The management of the supply chain management as it assists in the early recognition of the suppliers. This can make the supplies more frequent and can also help in missing the overall pricing of the hotel. It can result in more engagement of the customers and also increase the brand value of the organisation. It can also assist in marinating a proper supply chain and provide better satisfaction to consumers (Senbeto and Hon, 2020). 
Enhancement of Guest Experience
· The crisis in the management process can be coped with the assistance of increasing consumer satisfaction. This will assist Hotel Zilwa Attitude in retaining loyal consumers and also increase their sales. Thus it is essential for the betterment of the guest experiences and also to increase the income of the company. 
· The employees have to moderate their behaviours and solve the consumer's issues properly. Well-behaved staff can show empathy to the consumers and listen to their problems carefully. It can provide the consumers with the perception that they are important to the hotel (Ribeiro et al., 2019). It can enhance the satisfaction of the consumers and also increase the opportunities to earn more for the mentioned hotel. This can result in the future establishment of the business and also the increment of recognition in the contemporary market (Pereira-Moliner et al., 2021). 
· The regular inspection of feedback from the consumers is also an essential process for improving satisfaction. The feedback can provide the areas that can be improved and the things that can be done to make more satisfied consumers. It can enhance the experience of the consumers and also increase the facilities. 
· The improvisation of the work can increase the satisfaction. Then consumer service management can be improved by improvising personal care for the consumers. It can provide them with more recognition as well as satisfaction. It can also enhance the quality of services and the experience of the customer. The brand value can be improved and more engagement of the consumers can be a result of this. 
Enhancing Collaboration
The enhancement of collaboration can attract more consumers with Hotel Zilwa Attitude. Collaboration with different transportation companies can minimise the weather conditions effect on the consumers. It can also enhance consumer satisfaction with the hotel and uplift the image of the brand (Brandon-Jones et al., 2016). The enhancement of business establishment can be done through the process of collaboration. 
[bookmark: _heading=h.17dp8vu]Change Management Procedure and Practices
Various change management models can be used for successfully considering the initiatives of the organisation and the 8-step framework of Kottler is one of them. Organisational changes can easily be measured and applied with the help of this model and its steps. This model of change was introduced to people by John Kottler in his book Leading Change in the year 1996. 
· The first step of this model is about creating a sense of urgency that can help initiate the implementation of change. By initiating urgency, the organisation can motivate a change, and it can be done by having clear communication with the employees. A sense of urgency can be created by pinpointing that other organisations did not take steps on some issues, and that left a negative impact on their business. Companies that implemented change and became successful are to be showcased along with the positive impacts that they can leave on the chosen company. 
· The very next step is about forming a guide that can support the change system that is to be adapted within the company. Encouraging the contributors of the organisation that are to help in the process of change is part of it. 
· In the next stage, a strategic vision is built by creating a map that lists the achievements and the steps that can help in achieving them. This strategic vision can help in demonstrating the changes that are to be made within the company. Realistic timelines are set here as a part of the road map made for achieving the change management goals. 
· The concerns of the individuals are to be dealt with transparently and the project plan is to be discussed in this stage. 
· There can be various barriers found that can posse in the way of change implementation. These barriers are found and dealt with in this stage by a proper understanding of the resources. 
· By taking some short-term initiatives to change a long-term goal that is a massive change in the company can be attained. 
· Change is sustained as a contentious process in this stage by implementing a massive change management process. 
· change can be initiated and adapted at the very core of the organisation in this final stage to maintain the new elements.
This process can be applied to Hotel Zilwa's Attitude to help it implement change in the organisation to achieve better results. 


[bookmark: _heading=h.3rdcrjn]Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1.
	The situation of the Hotel Zilwa Attitude is a problem because of the bad weather conditions in the place. 
	The market can be made more trending and dynamic by changing the marketing strategies and including engaging posts and videos of the hotel on social media (Whittington et al., 2020). 
	With the introduction of proper marketing strategies, customer engagement will be improved. More and more customers will be attracted to the hotel.  
	The initiative for improving the engagement of tourists and customers can be made possible within a period of six months. 
	08.04.2024
	The required budget for the advertisement through social media is around 650 pounds.

	2. 
	The hotel has been facing problems with operational issues. Some guests are of the opinion that the rooms allocated to them are different from those they requested.
	The management of the hotel has to observe the operations of the front desk with more efficiency. The front desk has to perform the tasks of maintaining the protocols of the hotel.
	The customers will be well satisfied and the flow of tourists will increase (Panno, 2020). 
	The time scale required for the mentioned work is four months. The operational staff can be trained within the specified period for improved service to the customers (Saleh and Zohry, 2022).
	08.02.2025
	The allocation of funds needed for conducting training-oriented programs for the operational staff is near about 520 pounds. 

	3. 
	The Hotel  Hotel Zilwa Attitude has recently faced problems of losing some of its loyal customers (Burnes, 2014). 
	The problem of Hotel Zilwa's Attitude can be solved by offering attractive amenities and discount offers to its customers. Reward points can be offered to its guests against membership cards. Attractive packages or guest deals can be offered to the boarders (Noordzife, 2014). 
	More and more customers will be attracted to the hotel, and revenue generation will increase. 
	The planning for offers and discounts can be developed for promotion within a period of two months. 
	08.12.2024
	The budget required for structuring the promotional offers can be nearly 400 pounds. 






[bookmark: _heading=h.26in1rg]Conclusion
The infrastructure of Hotel Zilwa Attitude is well enough to serve the customers with good amenities. The hotel management is constantly trying to serve the customers with true spirit.  Still, there are some areas where the hotel is lagging behind. The situation of the hotel creates some problems in attracting customers. Retention of old and existing customers has become a rising concern for hotel management. Lack of skilled staff in the front office along with some other sectors has also created a situation of dissatisfaction among the travellers. Apart from the mentioned problems, the other areas to be looked after are the strategies for promotion and advertisement. The reported work has provided a complete view of all the above-mentioned issues of the hotel in detail. 
A brief background of the consultancy firm, namely “Consult Crafters”, is also provided in the assignment. The theories or frameworks for analysing the problems and issues of Hotel Zilwa Attitude have been highlighted in the said report. Analysis of the strengths and weaknesses of the hotel has been made using frameworks like PESTEL, SWOT and TOWS. The problems and the areas of concern of Hotel Zilwa Attitude have been identified, along with an analysis of the impact it is creating on the hotel. The causes of the problem have been discussed in detail in one of the parts of the assignment. Supporting data and statistics for all the mentioned information have been provided. 
Through PESTEL analysis the external factors that are affecting the hotel are also highlighted. Hotel Zilwa Attitude is excellent in providing free Wi-Fi services to the boarders along with providing facilities like secured car parking within the hotel premises. The rooms are luxurious enough with an exceptional scenic view. Various water sports activities like windsurfing, kayaking and snorkelling are enough to attract adult adventure-loving couples. The guests can unwind in the luxurious spa and opt for beauty treatments and body massages, providing additional cost. All the positive performances of the hotel are discussed briefly. The Strengths and weaknesses of Hotel Zilwa Attitude are conducted using a SWOT analysis. The areas of threat to the hotel are identified and mentioned in the report. TOWS analysis has also been made for further identification of the concerned areas. 
Some of the recommendations are also provided for further development of the hotel in the near future. The recommended factors that need to be followed are the improvement of staff efficiency through the process of training. The strategies of the organisation have to be fixed as per the analysis made on the contemporary market. The operational efficiency of the hotel can be improved with the introduction of automated technologies. All the mentioned factors are discussed in detail and analysed in the context of further improvement of the hotel.

[bookmark: _heading=h.lnxbz9]References 
Baron, A. & Armstrong, M. (2007) Human Capital Management. London: Kogan Page.
BBC News, (2024) Cyclone Belal: Mauritius assesses damage after flash flooding. [Online] Available at: https://bbc.com/news/world-africa-67990946 [Accessed 08 10 2024].
Boonpienpon, N. & Wongwiwattana, B., (2019) MICE Business: Strategy Formation Using SWOT Analysis and TOWS Matrix Case Study: Strategy Formation for MICE Business in terms of Conventions and Exhibitions in Thailand. Veridian E-Journal, Silpakorn University (Humanities, Social Sciences and Arts), 12(6), 2654-2670.
Brandon-Jones, A., Lewis, M., Verma, R., & Walsman, M. C. (2016) Examining the characteristics and managerial challenges of professional services: An empirical study of management consultancy in the travel, tourism, and hospitality sector. Journal of Operations Management, 42, 9-24.
Burnes, B. (2014) Managing Change, 4th Edition Great Britain, Prentice Hall.
Butt, A.S., (2021) Strategies to mitigate the impact of COVID-19 on supply chain disruptions: a multiple case analysis of buyers and distributors. The International Journal of Logistics Management.
Buttrick, R. (2009) The Project Workout, London: Prentice Hall
Climatestotravel, (2024) Weather and climate in Mauritius. [Online] Available at: https://www.climatestotravel.com/climate/mauritius [Accessed 08 10 2024].
Duric, Z. & Potočnik Topler, J., (2021) The role of performance and environmental sustainability indicators in hotel competitiveness. Sustainability, 13(12), 6574.
Elsharnouby, T.H. & Elbanna, S., (2021) Change or perish: Examining the role of human capital and dynamic marketing capabilities in the hospitality sector. Tourism Management, 82, 104184.
Espino-Rodríguez, T.F. & Taha, M.G., (2022) Supplier innovativeness in supply chain integration and sustainable performance in the hotel industry. International Journal of Hospitality Management, 100, 103103.
Filimonau, V. (2021) The prospects of waste management in the hospitality sector post COVID-19. Resources, Conservation and Recycling, 168, 105272.
Floričić, T., (2020) Sustainable solutions in the hospitality industry and competitiveness context of “green hotels”. Civil Engineering Journal, 6(6), 1104-1113.
Gao, S.Y., Simchi-Levi, D., Teo, C.P. & Yan, Z., (2019) Disruption risk mitigation in supply chains: The risk exposure index revisited. Operations Research, 67(3), 831-852.
Guzeller, C.O. & Celiker, N. (2020) Examining the relationship between organisational commitment and turnover intention via a meta-analysis. International Journal of Culture, Tourism and Hospitality Research, 14(1), 102-120.
Hardyhenryservices, (2024) Mosquito Control. [Online] Available at: https://hardyhenryservices.com/pest-control-mauritius/mosquito-control-eradication-mauritius/#:~:text=In%20Mauritius%2C%20the%20main%20dangerous,virus%2C%20dengue%20fever%20and%20Chikungunya. [Accessed 08 10 2024].
Hendy, N., (2023) The Consequences of a Lack of Training in the Workplace. [Online] Available at: https://www.highspeedtraining.co.uk/hub/lack-of-training-in-the-workplace/ [Accessed 08 10 2024].
Hotel Attitude, (2024) Rooms. [Online] Available at: https://hotels-attitude.com/en/zilwa-attitude/rooms#:~:text=There's%20space%20for%20everyone%20here,2%20bedrooms%20and%202%20bathrooms. [Accessed 08 10 2024].
Hotel Attitudes, (2024) All in All out package. [Online]  Available at: https://hotels-attitude.com/en/zilwa-attitude/all-inclusive-package [Accessed 08 10 2024].
Hotels Attitude, (2024) Conferencing. [Online] Available at: https://hotels-attitude.com/en/zilwa-attitude/meetings-events/conference-rooms [Accessed 08 10 2024].
Hotels Attitude, (2024) Information & services. [Online]  Available at: https://hotels-attitude.com/en/zilwa-attitude/hotel-information-services [Accessed 08 10 2024].
Hotels Attitude, (2024) The hotel. [Online] Available at: https://hotels-attitude.com/en/zilwa-attitude [Accessed 08 10 2024].
Ioannidis, A., Chalvatzis, K.J., Leonidou, L.C. & Feng, Z., (2021) Applying the reduce, reuse, and recycle principle in the hospitality sector: Its antecedents and performance implications. Business Strategy and the Environment, 30(7), 3394-3410.
Ivanov, S., Seyitoğlu, F. & Markova, M. (2020) Hotel managers’ perceptions towards the use of robots: a mixed-methods approach. Information Technology & Tourism, 22(4), 505-535.
Kaydos, W., (2020) Operational performance measurement: increasing total productivity. Boston: CRC Press.
Kipping, & Clark, T. (2012) The Oxford handbook of management consulting. Oxford: Oxford University Press
Koc, E. (2019) Service failures and recovery in hospitality and tourism: A review of literature and recommendations for future research. Journal of Hospitality Marketing & Management, 28(5), 513-537.
Kotter, J (2012) Leading change. Harvard Business Review Press.
Lücker, F., Seifert, R.W. & Biçer, I., (2019) Roles of inventory and reserve capacity in mitigating supply chain disruption risk. International Journal of Production Research, 57(4), 1238-1249.
Mavridopoulou & O’Mahoney, J. (2020) Elitism in Strategy Consulting: How Institutional Prestige Influences Recruitment. Management Consulting Journal, 3(1), 12–22.
McDermott, O., Antony, J., Sony, M. & Looby, E., (2023) A critical evaluation and measurement of organisational readiness and adoption for continuous improvement within a medical device manufacturer. International Journal of Management Science and Engineering Management, 18(2), 145-155.
Meira, J.V.D.S. & Hancer, M. (2021) Using the social exchange theory to explore the employee-organization relationship in the hospitality industry. International Journal of Contemporary Hospitality Management, 33(2), 670-692.
Melián-Alzola, L., Fernández-Monroy, M. & Hidalgo-Peñate, M., (2020) Hotels in contexts of uncertainty: Measuring organisational resilience. Tourism management perspectives, 36, 100747.
Mercan, S., Cain, L., Akkaya, K., Cebe, M., Uluagac, S., Alonso, M. & Cobanoglu, C., (2021) Improving the service industry with hyper-connectivity: IoT in hospitality. International Journal of Contemporary Hospitality Management, 33(1), 243-262.
Hugos, (2023) African Supply Chains: Challenges; Opportunities; and Strategies for Success. [Online]  Available at: https://www.scmglobe.com/african-supply-chains-challenges-opportunities-and-strategies-for-success/ [Accessed 08 10 2024].
Mooney, S.K., (2020) Gender research in hospitality and tourism management: time to change the guard. International Journal of Contemporary Hospitality Management, 32(5), 1861-1879.
Newton, R. (2010) The management consultant: mastering the art of consultancy. Financial Times.
Noordzife, G. (2014) Project Management of Hotel Opening Processes: Exploring Better Ways to Manage New Hotel Openings, CreateSpace
Panno, A. (2020) Performance measurement and management in small companies of the service sector; evidence from a sample of Italian hotels. Measuring business excellence, 24(2), 133-160.
Pereira-Moliner, J., López-Gamero, M.D., Font, X., Molina-Azorín, J.F., Tarí, J.J. & Pertusa-Ortega, E.M., (2021) Sustainability, competitive advantages and performance in the hotel industry: A synergistic relationship. Journal of Tourism and Services, 12(23), 132-149.
Pereira-Moliner, J., Molina-Azorín, J.F., Tarí, J.J., López-Gamero, M.D. & Pertursa-Ortega, E.M., (2021) How do dynamic capabilities explain hotel performance? International Journal of Hospitality Management, 98, 103023.
Puyt, R.W., Lie, F.B. & Wilderom, C.P., (2023) The origins of SWOT analysis. Long Range Planning, 56(3), 102304. 
Rescalvo-Martin, E., Gutierrez-Gutierrez, L. & Llorens-Montes, F.J., (2021) The effect of paradoxical leadership on extra-role service in the hospitality industry. International Journal of Contemporary Hospitality Management, 33(10), 3661-3684.
Researchgate, (2024) Average Customer Retention Rate By Industry. [Online] Available at: https://www.answeriq.com/average-customer-retention-rate-by-industry/ [Accessed 08 10 2024].
Ribeiro, M.L., Vasconcelos, M.L. & Rocha, F., (2019) Monitoring performance indicators in the Portuguese hospitality sector. International Journal of Contemporary Hospitality Management, 31(2), 790-811.
Roos, N., (2020) Staying at the Zilwa Attitude Hotel in Mauritius. [Online]  Available at: https://tailsofamermaid.com/2020/02/staying-at-the-zilwa-attitude-hotel-in-mauritius.html [Accessed 08 10 2024].
Ruel, H. & Njoku, E. (2021) AI is redefining the hospitality industry. Journal of Tourism Futures, 7(1), 53-66.
Ruiz-Palomo, D., León-Gómez, A. & García-Lopera, F., (2020) Disentangling organisational commitment in the hospitality industry: The roles of empowerment, enrichment, satisfaction and gender. International Journal of Hospitality Management, 90, 102637.
Saleh, A.S. & Zohry, M.A.E.F., (2022) Towards A Sustainable Hotel Education (An Analytical Strategic Study at The Faculty of Tourism and Hotels, Mansoura University-TOWS Matrix as A Model). International Journal of Tourism, Archaeology and Hospitality, 2(1), 45-74.
Sawik, T., (2019) Disruption mitigation and recovery in supply chains using a portfolio approach. Omega, 84, 232-248.
Sawik, T., (2020) Supply chain disruption management. Berlin: Springer International Publishing. 
Seidu, S., Opoku Mensah, A., Issau, K. & Amoah-Mensah, A., (2022). Does organisational culture determine performance differentials in the hospitality industry? Evidence from the hotel industry. Journal of Hospitality and Tourism Insights, 5(3), 535-552.
Senbeto, D.L. & Hon, A.H., (2020) Market turbulence and service innovation in hospitality: examining the underlying mechanisms of employee and organizational resilience. The Service Industries Journal, 40(15-16), 1119-1139.
Tortorella, G., Miorando, R., Caiado, R., Nascimento, D. & Portioli Staudacher, A., (2021) The mediating effect of employees’ involvement on the relationship between Industry 4.0 and operational performance improvement. Total Quality Management & Business Excellence, 32(1-2), 119-133.
Tripadvisor, (2024) Zilwa Attitude. [Online] Available at: https://www.tripadvisor.in/Hotel_Review-g3186967-d3600186-Reviews-Zilwa_Attitude-Calodyne.html [Accessed 08 10 2024].
Unep, (2023) Mauritius sets goals to curb the triple planetary crisis. [Online] Available at: https://www.unep.org/news-and-stories/story/mauritius-sets-goals-curb-triple-planetary-crisis [Accessed 08 10 2024].
United Nations Economic Commission for Africa, (2024) Overview of Economic and Social Development in Africa. [Online] Available at: https://archive.uneca.org/cfm1996/pages/overview-economic-and-social-development-africa [Accessed 08 10 2024].
Werth, O., Schwarzbach, C., Rodríguez Cardona, D., Breitner, M.H. & Graf von der Schulenburg, J.M., (2020) Influencing factors for the digital transformation in the financial services sector. Zeitschrift für die gesamte Versicherungswissenschaft, 109, 155-179. 
Whittington, R. et al (2020) Exploring Strategy. Harlow: Pearson Education Limited.
Worldbank, (2024) The World Bank in Africa. [Online] Available at: https://www.worldbank.org/en/region/afr/overview [Accessed 08 10 2024].

	
	
	



Page 2 of 3

image3.png
Rodrigues - Average precipitation

Month | Millimeters |Inches | Days

January 142 5.6 13
February 150 5-9 13
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April 130 5.1 13
May 92 3.6 13
June 73 2.9 13
July 86 3.4 15
August 62 2.5 13
September 47 1.9 10
October 51 2 9
November 48 1.9 8
December 68 2.7 9

Year 1115 43.8 144
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