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[bookmark: _Toc120136421]Executive Summary
The covid-19 pandemic caused a huge shock to the tourism and hospitality industry. Up to the pandemic, the industry was expanding very quickly. Though the pandemic slowed down the growth, the industry is recovering rapidly and is expected to reach the pre-pandemic level within 2025. The hotel managers fell into a perplexing situation to manage the operations and attract customers during the pandemic. No one can predict that such a situation will not come again.  However, along with the prospect of the industry, a huge number of competitors are entering the market. In 2021, 2246 were opened and 2805 and 2934 hotels are predicted to be opened in 2022 and 2023. The competitors are entering the market differentiating their products in many ways. Besides, customers are overwhelmed with several options for leisure spending. They are continuously changing their taste and choices. Moreover, the constant development and adaptation of technologies in hotel industries are creating management threats to hotel managers. All these events require special management attention to improve the efficiency and effectiveness of hotel management. This report guides the management to improve hotel management drawing attention to internal factors such as negative customer reviews and poor management incidents and external factors such as the development of technologies, changes in customer choices, and the increase of competition. 
The report has been conducted in the light of the Forest Park Hotel near Brockenhurst which is renowned as the city of greenery. At the hotel, visitors are coming for enjoying the natural beauty of the green forest, mountains, and sea beach which are surrounding the hotel. Wedding programs are generally conducted here and other visitors are coming for enjoying nature. The report is mainly conducted for consulting a hotel for improving its performance. Through internal and external analysis using SWOT and PESTLE, it has been found that the forest park hotel has various strong points for conducting the business as well as it has various weak points and environmental threats. In the second section under the main body of the report, the performance of the hotel has been analyzed. The analysis shows that the revenue of the company increased in the year 2021, but in 2023 the revenue reduced as well as the number of travelers also reduced in that year. Apart from this the, management techniques of the hotel are found not so much effective, therefore, different action plans are taken into consideration for improving the performance of the hotel such as providing training and development programs, improving technology for a better hotel experience, conducting market research for identifying the customers need, etc. From the report, it has also been found that the performance of the hotel in-room dining has reduced by 3%. 
In that case, it suggested that the hotel have to change its managerial techniques for improving its performance. Improving communication and delegation activities, ensuring better recruitment and training, and development activities, making the environment better will help to improve the number of travelers coming as well as the performance of the hotel. From the tourist guide and different website review it has found that the in-room design, food quality, restaurant management quality, lighting and ventilation of the hotel, bathroom facilities and others are not good enough. Sometimes the visitors are facing disrespectful behavior from the staff of the employees especially from the restaurant staff. Along with the managerial techniques, the infrastructural changes such as designing the hotel rooms, decorating with new furniture, repairing bathroom facilities, increasing number of lights in room and balconies. Further the proper evaluation of employee’s daily activities and take visitors feedback instantly with offering something also can increase the performance of the hotel. In the findings part of the report, the consultant suggests the hotel manager improve its performance by developing its managerial activities. Apart from maintaining all the management techniques for improving employee performance, the hotel is also responsible for satisfying employees and the safety of the environment. Therefore, after conducting the statistical analysis it can be concluded that the forest park hotel performing well but it needs to improve its managerial techniques.  Another concerning issue is the usage of chemical products which are used for cleaning the hotel that negatively impacts the environment. The forest park hotel has to be concerned about these environmental issues to satisfy the customers or service receiver. Therefore, the analysis of the aforementioned discussion has concluded that for improving organizational performance, environment analysis needs to be conducted regularly. Installation of technologies such as online booking and payment facilities, usage of technology for ensuring a safe and comfortable environment, conducting advertisement and promotional activities through social media platforms and websites, and formulating different laws and regulations for preventing the breach of consumer information increases the credibility of the organization. At the end of the report, before the conclusion, various recommendations are provided to the company for improving its activities and performance.
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Thanks to the development of people’s standard of living, the tourism and hospitality industry is expected to grow by 3% (compound annual growth) during the next few years. With the blessing of modern transportation and other on-spot facilities, people’s leisure spending is growing over the years (Khan et al., 2019). The industry shares nearly 10% of the world’s GDP. Being a subdivision of the tourism and hospitality industry, the hotel industry also observes tremendous potential for growth. Every year, a large number of new hotels are opening. According to Statista, 2246 hotels were opened in 2021 globally and it is forecasted that 2805 and 2934 hotels will be opened in 2022 and 2023 respectively (Foroudi, 2019). Therefore, it is necessary to manage operations and services efficiently to attract and retain customers in the competitive structure. 
This report focuses on the key operating and service-related issues of Forest Park Hotel and comes up with an action plan and recommendations for the management. The core problem areas of hotel management such as hygiene, food and service quality, operational inefficiency, staff behavior, improper differentiation, and unexpected events like covid-19 have been addressed in this report (Lai and Wai, 2020). The report follows a systematic procedure of study and draws conclusions using information from a variety of sources. First of all, it has been conducted internal and external audits using SWOT and PESTLE methods to find out the strategic gap. Operational and other management issues have been addressed in detail in the main body of the report (Marinakou and Giousmpasoglou, 2019). The findings that have been derived from different sources of information have been organized in the Findings & Results part of this report. Then, an appropriate action plan has been devised for the organization. Finally, some recommendations have been made for sustainable improvement in hotel management. The conclusion part summarizes the process, findings, and recommendations.
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[bookmark: _Toc120136424]Describing the hotel
The Forest Park Hotel is situated in the Brockenhurst and was established in 1923 over a 1.2 acres area. The building is a six-storied building made of red brick with different amazing terra cotta designs. Further in 1926, the hotel has been extended to a seven-storied building following the same design and structure (Zheng et al., 2019). The northeast corner of the building was decorated with stones and glass in the 1960s and it is one of the most attractive buildings. The building contains 137 comfortable and relaxing rooms and is situated only 35 minutes distance from the Mediterranean Sea and its wonderful beach. Along with this, the hotel is surrounded by the Troodos woodland, giving a beautiful vibe and a comfortable feeling (Cheng et al., 2022).  The hotel has 240 guest rooms, 3 venues for weddings of different sizes, boardrooms, a champ’s lounge, and a sawridge ballroom. The hotel provides an amazing mountain wedding vibe that makes it attractive. Along with various positive sides of the hotel, it has different negative issues that spread from time mismanagement to food quality and other management issues such as double charged for food, keeping in waiting for large time, insufficient heating facility, bad refund techniques, etc. (Chen and Liu, 2019). Although it has various negative issues it is one of the attractive places for weddings where people are interested to enjoy their special time with mountain beauty. 
[bookmark: _Toc120136425]Conducting PESTLE analysis 
Through PESTLE analysis, the external environment of the industry is explained which helps to understand the positions or conditions of the business (Wu et al., 2021). In this section of the report, the PESTLE analysis of Forest Park Hotel has been depicted below for better understanding.
Table 1: PESTLE analysis of Forest Park Hotel
	Factors
	Description

	Political factors
	Embargo or ban on the tourism industry 
Tax reform policy
Political unrest and other embargoes

	Economic factors
	Different economic conditions such as inflation, unemployment, and others.
Strength of foreign currency rate or conversion rate;
Investment in the hotel industry 

	Social factors
	Improved facilities such as heating, valet, swimming pools, etc.
Availability of local culture and food.
Increasing the importance of word-to-mouth reviews and ratings

	Technological factors
	Online booking and payment facility;
Better technology for a comfortable and safe environment
Advertisement through social media

	Legal factors
	Location of the hotel;
Maintenance of innkeeper laws;
Rules for preventing guests’ data leaks and breaches;

	Environmental factors
	Wastage rate of food, water, and energy.
Impacts of chemical cleaning products.
Cleanliness standard of the hotel.
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As the hotel industry has a direct linkage with the travel or tourism industry the embargo on traveling in different countries or specific places may impact negatively the hotel industry (Sevianu et al., 2021). For example, during the covid19 pandemic, the whole world faced different embargoes on traveling that also impacts the hotel industry. Apart from the pandemic situation, political instability may ban traveling to different countries. Taxation is another factor that also impacts the hotel industry (Zheng et al., 2019). In the US, the tax rate is comparatively lower which attracts tourist but in the UK the tax rate is higher which negatively impact the Forest Park Hotel. 
[bookmark: _Toc120136427]Economic factors
The tourism and hospitality industries impact the economic condition of a country as well as it has been impacted by the economic condition of country (Wulandari et al., 2021). The high inflation rate and economic instability of the world are impacting the tourism industry as well as the Forest Park Hotel because the less money the people have the less probability of booking a hotel. The conversion rate of the currency is another important fact that impacts hotel booking or the tourism industry. A stable foreign exchange rate increases the development of the tourism industry (Zeng et alt., 2018). Investment is the major economic factor that increases the contribution of hospitality to the economy of the country. The UK will invest £257 billion in the tourism industry by 2025 which will improve the performance of the hotel.
[bookmark: _Toc120136428]Social factors
Under socio-cultural factors, the habits and preferences of the society or community have been developed which are varying from country to country. Age and classes are the different demographic factors that impact in the traveling tendency (Tsao et al., 2022). Availability of a swimming pool, proper heating facility, valet, etc. is playing important role in choosing a place for travel. Through traveling, people are exploring traditional food and cultural programs, so it is important the availability of these facilities in the hotel. The forest park hotel has a competitive position which is spreading by word-of-mouth technique and guests review (Sevianu et al., 2021). 
[bookmark: _Toc120136429]Technological factors
Technology spreads in every sphere of life and the tourism industry also takes advantage of adopting different technologies. The Forest Park Hotel utilizes the facility of technology in hotel booking and an online payment system (Budiyanto and Sholeh, 2021). Using  Artificial Intelligence (AI) will make the process smoother which is a blessing of technology. As well as the company also acquires different technologies to make the service more comfortable, safe, and secure. Installing security alarms, and using CCTV in the area of the hotel increases the credibility of the hotel. Another most used technology is the social media platform for making advertisements. The forest park hotel takes the advantage of technology most through social media to advertise and take reviews from customers (Karyono and Agustina, 2019). 
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The legal factor sometimes hindrance and sometimes open the way of business with success. Different laws and taxation impact the entire business environment which also impacts customer choices as the price of the service has increased due to the high tax rates (Budiyanto and Sholeh, 2021). Through the appropriate legislation and its implementation, the crime rates are reduced and guest belongingness has been increased. At the same time, the laws and regulations are preventing the data breaching tendency as the company will be liable for consumer personal information. Therefore, through the legal factors of the external environment, Forest Park Hotel will improve its performance which will increase credibility (Vlados and Chatzinikolaou, 2019). 
[bookmark: _Toc120136431]Environmental factors
The hotel business is directly connected with environmental issues as it ensures sustainability by providing pleasure and comfort. For being environmentally friendly the hotel has to take different necessary measures such as reducing the wastage of food, water as well as energy. The company also has to reduce plastic and chemical usage as it is harmful to the organization (Wulandari et al., 2021). Chemicals are harmful to both the hotel and the environment and it negatively influences the growth of the hotel by polluting water and nature. Therefore, the hotel will ensure the cleanliness standard and keep its profit at large. 
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SWOT analysis conducts both internal and external analysis through which the strengths and weaknesses as well as the opportunities and threats of the environment can be depicted (Hossain and Khanal, 2020). Below are the strengths, weaknesses, opportunities, and threats depicted: 
Table 2: SWOT analysis of Forest Park Hotel
	Factors
	Description 

	Strengths
	 Unique ecosystem and wildlife impress the tourist
Large area surrounded by green forest, nearby beach, and mountain.
High security and safety ensured with improved technology.

	Weaknesses
	Lack of local people coordination as habitats are far away.
Lower management of the hotel activities;
Lack of adequate research on consumer demand;

	Opportunities
	Diversification and the availability of different natural products;
Competitive advantage of offering natural tourism package;
Exploiting local, indigenous, and historical products.  

	Threats
	Transportation facilities are not so standard or user-friendly;
Locally threaten animals may attack;
Deforestation is increasing which devastates beauty.
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The major strength of the Forest Park Hotel is its geographical location. The hotel is situated in the middle of the grove which impresses the tourist the most (Dewi, 2020). People are always fascinated by the arbor which has great biodiversity and valuable wildlife, which is considered a competitive advantage of the hotel. Nearby mountains and beaches include an extra facility which increases the attractiveness of the place. Further, the availability of local and traditional food and cultural program has increased the strengths of the hotel which attract more customers (Heshmati et al., 2022). The usage of technology in the Forest Park Hotel ensures high security and safety for the guests.
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The location of the Forest Park Hotel is working as the strengths as well as the weaknesses which leads to its lower attractiveness (jin, 2021). As the habitats of people are far away from the area, therefore, people are not coming there frequently for one or two days which is considered as the weakness of the hotel. Further, the hotel’s management system is not so good as there are different negative reviews on the management of the hotel, and guests have complained about high-priced food, large waiting time, etc. Another important weakness of the hotel is it has not sufficient research on the demand of customer demand, therefore, the hotel is not able to serve appropriately to its consumers (Roy and Chowdhury, 2021).
[bookmark: _Toc120136435]Opportunities
Bringing diversification in the product range with natural items will increase the opportunity of improving organizational economic conditions (Mie and Mir, 2019). Nature is the base for any tourism industry which is involved with the availability of local or indigenous products as well as a different local program. Therefore, the availability of different food items and other products, and the arrangement of different local and indigenous programs will increase the opportunity of conducting business in the naturally-blessed place (Basnet and Aryal, 2018).
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Along with different strengths, weaknesses, and opportunities, the hotel is also facing different threats to operation in its business (Fasoulas, 2022). As the area is surrounded by forests and mountains different animals can be harmful to the tourist. As there is health concern due to animal attack many tourists avoid the hotel. At the same time, the transportation facility is not good in the area as it is far away from the locality or habitants of the people (Lin and Liu, 2021). Further, another threat is environmental as deforestation is increasing day by day and it reduces the beautification of the place. 
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Performance is the indication of organizational activity through which companies can understand the success rate of the organizations. Performance measurement is the technique through which the level of performance has been measured and compared with the industry standard performance (Qin and Cheg, 2021). Performance is measured in different indicators such as revenues and profits, several customers returned to the hotel, the level of service, the percentage of days consumers pass in the hotel, etc. In this section of the report, the performance is analyzed. 
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Figure 1: Number of travelers to Forest Park Hotel
Source: (Su and JI, 2021)

Figure 1 indicates the popularity of the forest park hotel based on the number of travelers visiting there. The higher number of travelers visits in the hotel indicates, that better services are provided by the hotel (An and Huang, 2021). According to the figure, the number of travelers is increasing from the year 2019 to 2021 at the rate of 10% and for the year 2021 to 2023, it is estimated that travelers will increase by 8%. The change or increase of travelers is not increasing as before that indicates the hotel needs to undertake different new techniques for attracting more customers there (He et al., 2021).
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Figure 2: Services of forest park hotel
Sources: Yusoff et al., 2020)
Another major indication of the performance is the provided service facilities which are mostly used by the consumers. From the figure, it is easily noticed that the major portion of the pie indicates the accommodation or the resort and hotel service which means hotel service ensures better performance (Nisar et al., 2021). Guide facilities are another important service provided by the forest park hotel which impresses the customers. Further, the food quality of the hotel is good which indicates 26% of the pie but some of the customers’ review is about the management of the food management or restaurant management. Along with food, guide, and accommodation service the hotel provides better handicrafts and artifacts as well as transportation and tourist safari (Phan et al., 2019). 
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Figure 3: Service quality of forest park  hotel
Source: (Nisar et al., 2021)
Quality is a measure that can be analyzed both from the organizational and customers’ viewpoint. In this section of the report, the quality of the forest park hotel has been defined by the perceived quality of the services in comparison to the perceived value of the service (Elrehail et al., 2019). From the graph, it has been found the service quality and the service value are approximately similar without a silly change. Although the forest park hotel is performing well but to be competitive it needs to minimize its cost for the customers.
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Figure 4: Performance in the change of forest park hotel
Source: (Groelna, 2018)
Improvement or change of the hotel has been analyzed in comparison to the previous year’s performance and indicates the percentage of change (Jiang and Wwn, 2020). The figure has shown four different services which are changed from last year’s performance. The total food service of the forest park hotel has increased by  1.6% which means the food quality is increased. Further, the catering service also increased by 0.8%, and the venue of the different programs increased largely which is 4.7% and the highest level of change has occurred here (Buffa et al., 2018). But the service of in-room dining has been reduced by 3.0% which creates a bad image for the organization. 
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The forest park hotel has more than 240 guest rooms but all those are not well furnished. Most of the furniture are auld, colorless and broken. Among the 240 guest rooms, 136 rooms are comfortable which are allotted as business class. But the other rooms are not serving good performance with broken room furniture and bathroom facilities. 
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As the hotel is surround by huge trees and green it provides comfortable environment to enjoy the trip but its lighting facilities is not so good. Most of the time the light of sun is not able to come into the room that creates a damping environment into the room. Therefore, the visitors are used to keeping on the light of the room whole day. The hotel managers should snip the large cord of the trees besides the windows. Along with, the managers need to install low power light that can use in day time.
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From the website review it has found that the restaurant service of the hotel has various problems such as bill calculation. Sometimes the employees count double price for a food and does not back the full amount in return. Further, the waiting time of the hotel for food is high that impacts the image of the hotel restaurant.
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Most of the time the visitors complain about the bad quality of food as they serve raw cold food. At the same time, they keep the customers in waiting a long time and does not show enough respect. Therefore, making the recruitment process more specific and training the employees are important. 
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The Forest Park Hotel is located in the heart of the national forest park of the United Kingdom which is the most attractive place for its ancient building styles and local programs and traditional food. The hotel is following a motto of come as “a guest and leave as a friend”, it indicates its level of hospitality (Nieves and Quintana, 2018). The hotel is offering various amenities which makes the hotel attractive. By considering the entertainment of family or large groups different facilities are included such as a tennis court, game room, babysitting facility, etc. Apart from this, many other service facilities are included such as a bar, gym, free internet, breakfast, full air conditioning, and many other services (Kularatne et al., 2019). But all these services are now the necessary elements that are required to be present in every hotel and motel. The hotel has to lack sufficient market research which would help to find the required facilities. Along with the hotel has a high turnover rate which indicates the poor management of managerial techniques (Lai and Wong, 2020). In this section of the report, different hotel management techniques are described:
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Operating the hotel is related to providing services to its customers or users where communication place an important role. Miscommunication leads to lower service quality and makes the image of the organization bad (Foroudi, 2019). The hospitality manager is responsible for solving the problem and providing clear instructions for ensuring explicit communication. From the customer review, it has been found that the staff of the restaurant are not enough responsible towards providing quality service. To minimize that problem the manager of the company has to arrange frequent meetings for providing direction and getting progress or feedback from the employees Tussyadiah and Park, 2018). Arranging frequent face-to-face discussions, meetings, video conferencing, internal social media, and the organizational internal apps would make communication smoother and ensure better performance of the employees. 
[bookmark: _Toc120136446]Delegation
Delegation is one of the critical factors that ensure better services because under delegation a person holds both authority and responsibility. Many scholars of management are agreed that authority and responsibility fall under the same line which ensures the success of better service (Marinakou and Giousmpasoglou, 2019). In the following delegation, all employees are working under the supervisor who is positioned after the manager and is responsible for overseeing and coordinating the performance of the employees. A customer of the hotel has expressed a negative review of the staff behavior, the restaurant’s food quality as well as the management of the hotel (Khan et al., 2019). In that case, the manager of the hotel is responsible for appointing a supervisor in every department as it is not possible for the manager to maintain or oversee all the activities of the employee. The delegation will help to make the performance more standard and attractive.
[bookmark: _Toc120136447]Better recruitment
Employees are the main player who directly communicates or deals with the customers. Therefore, the recruitment and selection of employees are the most important activity of managers (Mariani et al., 2018). The better, dedicated, and skilled employees are hired, the more service and better service will be enjoyed by the customer of the organization. Managers have the responsibility to hire skilled and honest employees who have respect and care for the consumers. In hotels, customers expect better care and facilities which helps to enjoy better refreshment service (Pham et al., 2019). So, hiring the best employees with respectful and caring behaviors is very much important to make the customers happier. For employing better employees, the managers may follow the rules of the individual interview to observe the quality of the candidates.
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After recruiting employees in the organization, the next most important responsibility of the organization is to arrange the training and development facilities for the newly recruited employees (Alzoubi and Jaaffar, 2020). Through training, employees understand the working environment and the responsibilities of them which they have to perform in the organization. Through training and development programs, the employees of the organization are clear about the organizational goal and understand the span of control as well as other necessary information (Popovic et al., 2019). On the other, for suing development there is no alternative except a training and development program. 
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Consumers are the person, for whom the entire service package is developed. The more the customers are satisfied, the better the performance of the organization and the more satisfied the customers are (Chien et al., 2020). And the satisfaction of the customer is directly linked with the satisfaction of the employees. Satisfied customers are whole-hearted to satisfy the consumers. Therefore, organizations have to be responsible for satisfying the employees of the organization. The managers of forest park hotel may follow different techniques to satisficing the employees of the organization (Sobaih et almn 2021).  Providing financial and non-financial compensation, rewards and recognition,  prometon, bonuses, and other incentives motivates the employees which makes the employees more committed towards the organization. Higher commitment increases the level of employee involvement in the organization which ensures high organizational performance (Chien et al., 2020). 
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The environment includes both the surrounding of the organization and the internal and external culture of the organization. The forest park hotel's outward environment is natural and fascinates all the visitors, but the internal environment, which includes the service, employee behavior, restaurant facility, and other amenities, is not good (SIripipatthanakul et al., 2021). As a result, the image of the hotel as much not good to the consumer. The managers of the organization are responsible for creating a better environment in which the employees are responsible for offering the best service to the consumers. A study has found that executives are responsible for 94% of and employees are responsible for 88% success of the organization which indicates the responsibility of the executives for better performance (Faraj et al., 2021). Therefore, the executives will ensure a better internal working environment as well as a cultural environment for making employees and consumers happy. 
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By conducting the report, the internal and external environment through SWOT and PESTLE analysis, the performance of the hotel, and the required usage of managerial techniques for improving hotel operation have been identified (Zaki and Qoura, 2019). Based on the findings of the aforementioned analysis, the action plan for operational improvement, and recommendations for the organization are explained below. 
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From SWOT and PESTLE analysis, it has been found that the hotel has positioned such an environment where the company faces both positive and different critical environments. With the unique ecosystem and wildlife with greenery, mountain, and beach creates great competitive advantages (Menicucci et al., 2019). Further, the availability of various natural ingredients ensures diversification, exploiting indigenous products to increase competitive advantage. Along with this helpful environment, the hotel faces mismanagement of its operations and fails to identify the appropriate demand of the consumers because of insufficient market research (Menicussi, 2018). Apart from these problems, the harmful attack of wild animals, deforestation, and transportation problems make the external environment of the hotel quite difficult. Further, the impact of convid19 pandemic largely impacts the tourism industry in 2019 and 2020. After that, the tourism industry is retrying to cope with the situation and make its condition better. But the invasion of Russia over Ukraine makes the external environment critical (Destenfanis et al., 2022). Now people as well as the government are facing a shortage of dollars, fuel, oil, and many other necessary products that negatively impact tourism as well as the hotel industry. Huge pressure from the political environment, embargo, inflation, and unemployment makes the operational environment of the hotel industry critical. Usage of different technologies, internal political stability, government subsidies for tourism, formulation of proper managerial activities and other activities are enabled to make the external environment of the hotel better for ensuring organizational performance and profitability (Kitsios and Grigoroudis, 2020). At the same time, the protection of environment through preventing food, water, and energy wastage, and ensuring the cleanliness of the hotel also improves the standard rate (Alvarez et al., 2021). 
	Particulars 
	Findings 

	Bad restaurant management system
	Following narrow span of control for ensuring better managerial activities in restaurant service;

	Problems on food quality
	Appoint new chef through multiple steps.

	Faulty bill calculation
	Install automation or better technology for reducing the probability of wrong calculation 

	Blind about customer demand
	Conduct continuous market research for knowing about changing trends and customer demand.

	Food and beverage
	Include 10 more food and beverage shop for the convenient of the customer.



[bookmark: _Toc120136453]Findings from organizational performance and managerial techniques 
After analyzing the internal and external environment, the report has explored the performance of the forest park hotel with different measurements such as the number of travelers, services of the hotel like accommodation, guide facilities, food, transportation, etc., quality of service, the performance of change in different service like catering service, venue, and in-room dining service (Dimitric et al., 2019). By analyzing the report, it has found that the hotel revenue has increased by 10% from the year 2019 to 2020, but in the next two years, the revenue predicts to increase by 8.1% from 2021 to 2023 which indicates the financial performance of the company has predicted to reduce in the next year. The impact of covid19 and the Russia-Ukraine war leads to lower prediction of profits (Vives et al., 2018). The external factor of the environment impacts the revenue as well as profitability of the company. For the aim of increasing the profitability of the hotel, the managers have to take different initiatives to increase the number of consumers traveling in the  hotel. The analysis of the report also shows that the forest park hotel offers 37% of the transportation and tourist safari service, provides 26% food facilities, 22% accommodation or resort and hotels, 9% of guide facilities, and 6% of handicrafts and artifacts facilities (Aomar and Hussain, 2018). According to the consumer’s view, the customers are not much satisfied with the management of the hotel activities and food service qualities. Therefore, the food service quality and the management of the hotel activities have to improve by providing sufficient training and development. Further, according to the statistics of performance in a change of figure 4 it has been found that in-room dining in the forest park hotel’s performance has reduced by 3% which indicates the mismanagement of the hotel managers and other employees of the organization (Chatterjee, 2020). One customer has complained that the restaurant service of the hotel is not good, they are used to cutting the high price for a product, and they are not serving food on time with enough quality. For improving the hotel’s performance different management techniques are needed to apply in the hotel such as better communication among managers, employees, and customers. Further, the hotel may follow the delegation of authority and responsibility and improve recruitment, training, and development facilities (Ahani et al., 2019). Below in this report, different action plans regarding developing managerial performance are described in the following section.


	Particulars 
	Findings 

	In-room dining facility development
	Hire additional employees for in-room dining facility improvement.

	Change the backdated interior design 
	Use attractive or mind-blowing color and interior design which liked by visitors.

	Increase cleanliness of the hotel 
	Maintain improved hygiene in restaurant, spa & pool by continuous cleanliness activities.

	Change in menu
	Increase food variation along with traditional food of the area. 


[bookmark: _Toc120136454]Action Plan
Though there may be needed radical changes in the organizational product, processes, and paradigm, the need for gradual improvement can never be ignored to remain competitive in the market. It can be better explained by the Japanese word ‘Kaizen’ which means continuous improvement (Khorsand et al., 2020). John Bessant and Joe Tidd developed a model for innovation where they argued that innovation can be either radical or incremental in the dimensions of product, price, position, and paradigm. Combining these concepts, it can be said that organizations should always seek to make small changes and respond to huge environmental changes by making radical changes (Okumus, 2020). The action plans for the hotel are presented in the table below:
Table 3: An action plan for improving hotel performance
	Sl
	Problem
	Solution
	Expected Outcome
	Time
	Budget

	1
	Lower customer satisfaction
	Conduct market research and differentiate products
	Increased customer satisfaction
	6 months
	£50,000 (Approx.)

	2
	High employee turnover
	Train staff and revise the pay structure and other facilities
	Reduced employee turnover
	1 year
	£50,000 (Approx.)

	3
	Poor management activities
	Invest in technologies and train the people
	Improved management activities
	3 months
	£50,000 (Approx.)



The finding of the report revealed that customers are dissatisfied with poor food quality and staff behavior. Besides, the hotel is losing its customers. Therefore, the hotel should conduct market research to find out the trends in the tourism sector (Foris et al., 2020). Unless customers’ needs and wants can be properly read out, an appropriate strategy cannot be taken. It has also been observed that the hotel is struggling with higher employee turnover. Perhaps, the employees are not satisfied with pay and other facilities. Therefore, research should be done to know about the market pay rate. Some researches show that people don’t enjoy the job if there are not enough opportunities to develop themselves (Siripipatthanakul et al., 2021). Therefore, employees must be trained at regular intervals. Lower turnover will also minimize the costs that are incurred for recruiting activities. The company should also invest in technologies and software so as to modernize management activities. Recruiting skilled people and equipping them with technologies will improve efficiencies.
[bookmark: _Toc120136455]Recommendations
Given that the industry is growing day by day, the competition among the hotels is intensifying, the competitors are bringing new products for the customers, new technologies are evolving, customers have many options to choose and they are continuously changing their preferences, there is dissatisfaction among the customers regarding its services, and there is an instance of poor record keeping recommendations can be made addressing these areas (Zaki and Qoura, 2019). Besides, higher employee turnover can be a major concerning area for the hotel. Therefore, special focus needs to be paid to this area. Based on the facts presented above, it can be recommended as follows
· Conduct market research to know about technologies, customers, and competitors: Unless it is known what is going on in the market, technologies, and products, the competitors may grab the opportunities and customize their offerings before the hotel contemplates the change.
· Automate and improve accounting systems: A customer review shows that the hotel mistakenly charged double for the food. It indicates that there is a deficiency in the company’s accounting system (Faraj et al., 2021). Automation and authorization can mitigate the problem.
· Invest in technologies: AI, robotics, and customized software are being used to differentiate the offerings made by the hotels. Besides, creating a vivid website and offering online become the norm of modern business. Therefore, the hotel can be up-to-date only by investing in modern technologies
· Ensure hygiene and improve food quality: Customers generally want value for money. Customer dissatisfaction arises when they perceive that they are not getting what they are paying for. After the pandemic, healthy and nutritious food is of customers’ top priority (Alzoubi and Jaaffar, 2020).
· Regularly train the staff and revise the offering if needed: Higher employee turnover increases the cost of hiring. Besides, losing experienced staff may lead to inefficiency in service. Thus, the hotel may lose its reputation.
· Use a change management model to lead any transformational changes.
[bookmark: _Toc120136456]Conclusion
Managing a hotel is not as easy as it seems to be. Though the industry is growing and is expected to grow in the future, there is uncertainty regarding customers’ tastes and choices. It poses challenges for the managers of how the situations will be handled. Moreover, the growing number of hotels indicates that the competition in the hotel industry will make the task of hotel management worse (Pham et al., 2019). This report covers the areas where the management of Forest Park Hotel may face challenges and also suggested ways of tackling the challenges. 
Here, two analytical tools SWOT and PESTLE have been used for internal as well as external environmental analysis. The SW of the SWOT tool draws attention to internal strengths and weaknesses and OT draws attention to opportunities and threats that result from the external environment. The location of the hotel represents its core strength as well as its weakness. Poor management activities and lack of market research are the weak points that seek strategic action (Chien et al., 2020). In spite of some limitations, the hotel can grab opportunities by differentiating its products and exploring its unique features. Besides, poor transportation facilities and deforestation risks may create threats for the hotel. The hotel’s strategy would be mitigating them by taking proper action. The PESTLE tool addressed different dimensions of the environment in detail. The report emphasizes the importance of training staff, investing in technologies, and conducting market research which requires immediate action (Sobaih et al., 2021). Finally, highlighting some external and company-specific factors, it has been recommended to conduct market research, automate and improve the accounting system, incorporate technologies, improve hygiene and health status of food, train staff, and adopt an appropriate change model to lead the transformation change.
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