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[bookmark: _lfyfvv89q1zw][bookmark: _Toc148623402]Executive Summary
The aim of this particular consultancy report is to present a detailed discussion on the problems associated with the chosen organisation Hotel Arts Barcelona and provide executive recommendations based on the overall findings and analysis. The organisation Hotel Arts Barcelona is one of the most renowned Spanish hotels operating in the hospitality industry of the country. The organisation is known for its luxurious products and services along with an effective brand reputation. However, the organisation is mainly facing issues related to the general deterioration in the service quality of the organisation including complaints from guests regarding lack of responsiveness, lost luggage issues and also biased behaviour based on race and ethnicity. This particular issue has resulted in the overall unsatisfied experience of the consumers which may have affected the overall potential of the revenue stream as well as the profit margin of the company. Besides, the organisation also faced effective competition from other organisations providing similar facilities to the same target audience. 
With the identification of the issues with the help of various integration of the frameworks and models such as PESTLE analysis, SWOT analysis and TOWS Matrix it has been identified that the external factors such as the economic condition of Spain along with the social factors such as the changing perspective of the hospitality consumers at the major factor affecting the changes in the notion of consumer satisfaction. On the other hand, the internal weaknesses of the organisation such as the previous reputation for providing effective services have also created high expectations among the target audience. There are also certain aspects such as the over-dependence on the hotel interns and the lack of managerial leadership has initiated the sense of poor workplace culture which is identified as the major reason associated with the lack of responsiveness by the hotel authority to solve the problems faced by the guests. Regarding the analysis of the findings, it is important to deal with the deteriorating consumer satisfaction of the organisation along with establishing suitable policies facilities and training services that would be helpful in improving the overall context of customer service. Another important aspect that the organisation has to deal with is the effective and increasing competition in the market of Spain. In this context, sustainability is identified as the strong point of the organisation and the hotel Arts Barcelona can incorporate this particular strategy in terms of the unique selling proposition of the hotel. 
In terms of recommendation, four major aspects have been considered by the consultant agency in this report. The first recommendation is subjected to the issues related to consumer satisfaction. It is further divided into two categories which include the redesigning of the hotel according to the expectations and needs of the customers along with the integration of an effective human resource management system. The design of the hotel is helpful in improving the overall interest of the customer and dealing with the complaints shabby rooms, lost luggage and so on. On the other hand, the integration of an effective human resource management system would be helpful in improving the overall dependency on the interns and establishing effective onboarding strategies for the chosen organisation. The other two recommendations focus on the issues related to competitive positioning due to the external factors as identified in the analysis section. This particular aspect is related to the integration of effective sustainability approaches and improvement to the level for indulging in the unique selling proposition of the organisation. The other recommendation would focus on improving the overall quality of the services by an integrative effective automated system that would result in the improvement of communication facilitation and Quality Services. These recommendations are helpful in dealing with the complaints of the customers related to the biased behaviour of the employees along with the lack of responsiveness of the staff. The report has also presented at a detailed discussion of the problems possible solutions and desired outcomes along with the time scale for the implementation of all the systems along with a probable budget that will effectively accommodate the size structure and needs of the hotel. All the recommendations that have been provided in this report are internally connected to each other and the facilitation of all the recommendations would be helpful in providing beneficial scrutiny and development for the chosen organisation Hotel Arts Barcelona. 
In conclusion, this particular report has presented a detailed discussion on the context of identification of the role of a management consultant in providing justified solutions to the client's clients. In terms of the systematic analysis presented in the report, it has been concluded that the integration of the recommendation could be fruitful for the chosen organisation Hotel Arts Barcelona. The overall people have been made based on the implications related to the current issues that the organisation is suffering. Hotel Arts Barcelona is a renowned hotel with high ratings from its guests however there are instances of declining customer service quality which initiates the consultation. The consultancy firm has initiated detailed recommendations to deal with the issues that the organisation is facing which is an integral aspect of human resource management, structural design, incorporation of ethics and sustainability and effective digitisation. The report presented by Image Crafter Consultancy Services would be helpful in supporting the decision-making authority of the organisation to initiate several suggestions and establish an effective system for the actual implementation of the provided recommendations. 


[bookmark: _m2ugxzfgbr2f][bookmark: _Toc148623403]Introduction 
Customer service is considered to be the most important aspect related to hotels and hospitality organisations. Customer service refers to the process of supporting the needs and expectations of potential customers to improve overall satisfaction. There are four aspects of customer service that are associated with the hospitality industry which include effective personalisation, competency in providing support, convenience to the customers and proactive behaviour. In the context of the hotels and hospitality industry, customer service is identified as the key driver for effective consumer satisfaction and loyalty of potential consumers as it helps in differentiating a particular hotel from other similar businesses in a competitive market (Baron and Armstrong, 2007). Hotel Arts is a Spanish luxury five-star hotel situated on the seafront of Barcelona, Catalonia Spain. This particular Hotel is associated with a 44-storey building with 483 luxury rooms with a reputation for structural expressionism as a part of the architectural style. This particular organisation has been operating since 1994 and is associated with a range of rooms followed by executive sites, duplexes, royal and presidential penthouses, restaurants, spas and so on (Hotel Arts Barcelona, 2023). The organisation has a 4.5 rating out of five on the Google platform however has been facing several customer service issues. According to the regular consumers of the hotel it is identified as overpriced and lacks proper maintenance, along with a decline in the quality of services. There are also instances of unsatisfactory dining experiences followed by amenities issues that do not meet the expectations of the criteria for a 5-star hotel experience. The communication and response time is also an important problem that the consumers have faced and racially biased behaviour has also negatively affected the overall perception of the hotel (Google Reviews, 2023). In other words, the major problem faced by Hotel Arts Barcelona is understaffing which results in is general deterioration in the quality of service that initiates and satisfactory experience from the target audience. 
Image Crafter Consultancy Services is an innovative consultancy organisation based in the UK that specialises in various kinds of activities and guidance that help in improving the overall brand image and the performance of the organisation. The major focus of the company is on improving the branding and identity along with developing marketing strategies as well as public relationship management by establishing the strategy called communication image management and enhancement of digital presence. The organisation Image Crafter Consultancy Services is also associated with providing customised solutions to all the partners of the organisation through client-centric approaches and cutting-edge technology which initiated a proven track record for the organisation. The aim of this report is to present a detailed discussion in response to the issue faced by Hotel Arts Barcelona from the Image Crafter Consultancy Services and also recommend provisional strategies that would help the organisation deal with the issue. A consultancy report refers to a formal document that is associated with effective recommendations that are helpful in improving the overall business apprehensions based on the research analysis made by the consultant (Buttrick, 2009). For analysing the overall condition of the organisation, the client report would consist of various frameworks and theories such as PESTLE, SWOT and TOWS Matrix that are helpful in identifying the overall implication of the external and internal business environment on the operations and activities of the organisation. Besides the recommendations that would be provided in the consultancy report would focus on the concept of change management practices in business that would incorporate the frameworks like ADKAR model, Kurt Lewin's Change management model, Kotter’s Change management model and the Transition Model by William Bridges for organisational change management. 


[bookmark: _rbl0eldpx0hw][bookmark: _Toc148623404]Analysis 
There are several issues that are associated with the declining brand image of the organisation Hotel Arts Barcelona. The overall interpretation of the issues is described below. 
· General deterioration in service quality: The overall organisation has been identified as one of the most esteemed hotels in the country of Spain. However, there are multiple guest complaints that are associated with the severe drop in service quality. There are several incidents which include lost luggage and unfriendly behaviour of the employees of the organisation and the most critical problem in this aspect is the unresponsiveness of the customer service associate (Trip Advisor, 2023). The customers of the hotel have also complained about the issues and there is a huge communication gap between the consumers and the customer service associates that resulted in delays in response and loss of items (Spaargaren, 2020). 
· Unsatisfied experience of the customers: Hotel Arts Barcelona was previously renowned for effective service quality and good and maintained condition of the luxury rooms and suites. However, there are several complaints regarding the shabby condition of the vacation halls as well as the luxury rooms along with unpleasant smells, facing problems with changing rooms lack of cleanliness and hygiene and so on is a common factor adding to the overall deteriorating condition of the hotel. In other words, (Google, 2023), the overall condition of the service quality of the hotel is not up to the mark for having a five-star rating and overpricing is an integral aspect related to it. There are also instances of racial bias against people with darker skin tones that resulted in unnecessary negligence on the overall perception of the guests (Google, 2023). 
These complaints faced by the organisation Hotel Arts Barcelona could be further implicated by the analysis of the business environment. The business environment refers to the collection of several intrinsic or extrinsic factors that could help in identifying and stabilising the overall operations of the company (Johnson et al., 2014). In terms of the description of the macro environment, a PESTLE analysis would be conducted which is as follows. 
PESTLE analysis
PESTLE analysis is a framework that is helpful in understanding the overall implication of external factors that are associated with the overall strategic performance-oriented decisions taken by the organisation (Hamilton and Webster, 2018). There are six consecutive factors according to the acronym of the framework which is as follows. 
· Political factors: In terms of the political factors, the political stability index of the domestic country Spain of Hotel Barcelona is estimated at around 0.58 points which is approximately 0.07 points in negative from the world average of 193 countries (Global Economy, 2023). Similarly, the multi-party constitutional parliamentary democracy of Spain has also created a positive impact on the hospitality industry and the company is facilitated by this positive impact. 
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Figure 1: Political Stability of Spain 
(Source: Global Economy, 2023)
· Economic factor: In terms of the economic factor the overall GDP growth in Spain is relatively slower than other countries under the European Union. It is estimated at around 2.1% according to the report of 2023 and it is projected to grow by 1.9% approximately within 2024 (OECD, 2023). According to the report of the Next Generation EU (NGEU) fund, the two major problems that would be faced by Spain are low productivity as well as high structural unemployment. This particular problem can affect the organisation in terms of understaffing the hotel reducing the overall quality of the service. 
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Figure 2: Economic Outlook of Spain
(Source: OECD, 2023)
· Social factors: The social welfare policy associated with the Government of Spain is one of the most important aspects for the employees of the company. There are also several aspects related to lifestyle and demographic changes in Spain that have facilitated various sports and laser activities along with the concept of summer and winter holidays. On the other hand, this country is also associated with the widest income distribution gap in the European Union (Fuentes Moraleda et al., 2019). It has created a positive impact on the company. 
· Technological factor: Spain is associated with an evident history towards invention and it occupies the 9th place in the context of world science. The hospitality industry of the country is also associated with a range of innovative affiliations like the use of artificial intelligence for room service, customers' onboarding and self-service check-in and check-out systems (Bamati and Raoofi, 2020). This particular aspect has a positive implication on the chosen organisation.
· Legal factor: The Competition Law of the First Special Act of 1963 has prohibited anti-competitive practices. On the other hand, the Spanish Labour law or Workers Statute is also associated with various facilities such as the promotion of job creation, health and safety, minimum wage and protecting the favour of the employees (Lupu and Tirada Castro, 2023).  This has created a moderate implication for the organisation. 
· Environmental factors: The country Spain is located at the border of the Iberian Peninsula and Portugal along with the Atlantic Ocean and Mediterranean Sea. This geographical location is identified as one of the most interesting and attractive places for tourism (Fuentes Moraleda et al., 2019). Similarly, the climate condition of the country has also created a huge advantage for the tourism and hospitality industry of Spain. 
SWOT analysis
The internal environment of the organisation consists of the intrinsic factors such as values, objectives, structure and culture of the organisation along with the internal and external stakeholders (Whittington et al., 2006). To understand the overall implication of the internal environment of the organisation Hotel Arts Barcelona, a SWOT analysis is to be conducted in the following. 
	Strengths 
	Weaknesses 

	· The organisation offers various types of services regarding leisure activities through luxury rooms, penthouse spa restaurants and so on. It is not limited to leisure activities and also provides spaces for business conferences and leisure activities (Hotel Arts Barcelona, 2023). 
· The organisation has associated with effective sustainability measures that include a biosphere clean city accreditation with its separated waste management strategy, low greenhouse gas emission and the use of renewable energy for conducting the operations of the hotel (Hotel Arts Barcelona, 2023). 
	· The organisation was once accredited with the golden standard for consumer satisfaction. However, it has been deteriorating and the organisation is witnessing a decline in consumer satisfaction (Moreno Perdigon et al., 2021). 
· One of the most critical drawbacks of the hotel is associated with its outdated design which results in the standardisation for loss of identity. Besides, the organisation is also heavily dependent on the managers that initiated a reduced efficiency in terms of the human resource management of the organisation (Addis et al., 2023). 

	Opportunities 
	Threats 

	· Jet-setting culture is one of the most important aspects taken by the organisation which is helpful in attracting consumers mainly from the younger generation (Chang et al., 2023). 
· The organisation has also the opportunity to develop in other countries such as Portugal Ireland and the UK. The benefits of entering this market would be helpful for the organisation to improve the revenue stream in terms of international business (Tuppen, 2021). 
	· Competition is one of the most important aspects related to the hospitality industry of Spain which could pose a potential risk to the organisation (Garcia Pozo et al., 2019). 
· Hospitality organisations are effectively associated with the context of the interest of the target audience. Changes in the overall demand of the customers as well as the alteration in the perception of the brand can pose a critical threat to the organisation (Arnedo et al., 2021). 


Table 1: SWOT analysis 
(Source: Created by the learner)
TOWS Matrix 
The TOWS Matrix is a framework that is used for effective decision-making and planning for recognising the aspects related to potential opportunities and threats in the market (Whittington et al., 2006). The TOWS analysis for the chosen organisation Hotel Arts Barcelona is as follows. 
Strength to opportunities 
The organisation Hotel Arts Barcelona has initiated a detailed prospect in jet-setting culture through wide-ranging luxury services. The integration of strengths to opportunities regarding this prospect could initiate huge benefits for the hotel. Besides, the organisation is associated with effective social and environmental responsibility which is associated with the international expansion of the organisation. The organisation can leverage the commitment to sustainability and incorporate environmentally sustainable practices in marketing to attract younger customers (Ruiz Equihua et al., 2020). Similarly, the hotel can also improve the overall quality of its services by emphasising social ethical and philanthropic sustainability as the USP of the organisation. 
Strengths to threats 
The wide-ranging options of services and facilities can be helpful in mitigating the threat of effective competition. This could be utilised as an effective tool to improve the overall interest and attention of the customers. On the other hand, sustainability is considered to be a current trend in the hospitality industry, and the sustainability approaches taken by the organisation would be helpful in improving the attention of the younger target audience. There are two major aspects that the organisation should focus on in this specific context (Sovani, 2022). The first is associated with aligning the preferences of the consumer with the overall design of the hotel and second, it is important to explore the opportunities for international expansion which would help in improving the overall brand reputation and overcoming declining satisfaction of the consumers. 
Weaknesses to opportunities
This particular process is identified as the hardest consideration that helps in improving the overall service quality that could be aligned with the services. The overall competition in the concerning market could be reduced by improving the overall quality of the services and collaborating with local and international companies which will help in inducing the overall brand image in the domestic market (Chapuzet and Prabowo, 2021). The revamping of the previous brand image should be the most significant concern for the organisation. 
Weaknesses to threats 
Competitive positioning is one of the biggest threats to the organisation which could further be accelerated by the weakness of the organisation. It is important for the hotel to reduce the dependency on hospitality interns and onboard some experienced candidates to improve the overall quality of customer service. Addressing the issues related to the dependency on hospitality in dance and implementing efficient human resource management practices in the onboarding process could be a potential solution for the chosen organisation (Carlisle et al., 2023). Lastly, comprehending the dynamics of the market is the most important aspect of dealing with the organisation's internal weaknesses and external threats. 
[bookmark: _o6hsvle1fmw7][bookmark: _Toc148623405]Recommendations and Change Management 
Based on the overall discussion made in the analysis section that two problems have been identified for identifying potential recommendation. The first problem is associated with the decline in consumer satisfaction which is primarily caused by the outdated design along with lack of maintenance and increasing response time of the management. The scope of this issue is associated with the overall reduction in consumer loyalty and interest followed by the increase in negative online reviews that might affect the overall reputation of the brand (Sovani, 2022). The impact of this tissue could be witnessed in terms of the potential loss of revenues and profit margin of the company. The other issue that the company is facing is the increasing competitive threat in the Spanish hospitality industry. The main reason for increasing competition in the concerning Spanish market is the establishment of various other hotels which provide similar services (Chapuzet and Prabowo, 2021). This particular issue has the scope of losing market share in the concerning industry along with indulging in price wars with other hospitality organisations that will eventually decrease the overall profit margin of the organisation. 
Based on the overall implication of the organisational issues the following recommendations are to be provided, 
Addressing the issues related to customer satisfaction 
The issues related to customer satisfaction could be incorporated by using the two most important strategies which are as follows. 
· Redesigning the hotel according to the taste of the consumer: The overall redesigning of the hotel is associated with four integral stages which are phased renovation, making partnerships with the external designing firms, effective change management and measuring the factors of success. 
· Phased renovation: Complete renovation of the hotel is not possible for the hospitality authority and it is important to address issues like the shabby atmosphere of the rooms and damages related to the outdated structure (Robey, 2021).  For a high-end hotel like Hotel Arts Barcelona, the overall renovation of guest rooms restaurant public area and other amenities would cost around 30 million euros. 
· Engagement of Design firms: Designing the hotel according to the needs and Expectations of the customers should incorporate effective partnerships with other external organisations that can facilitate the architectural and structural design (Choi and Kandampully, 2019). 
· Effective Change Management: For this particular purpose, the ADKAR model would be incorporated. Awareness is the first stage which stands for providing information to all the stakeholders of the organisation and clearly communicating regarding the importance and reason for the renovation of the hotel. The second stage is Desire which refers to the process of creating a positive impact among the stakeholders regarding the Change management process (Osolase et al., 2022). The third stage is building the knowledge capacity of the organisation. The fourth stage is ability which refers to the process of improving the overall capacity of the employees to deal with the changes (Alshahbali and Abdullag, 2021). The last stage is identified as the Reinforcement which refers to the ability of the organisation to sustain the change. 
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Figure 3: ADKAR model 
(Source: Paramitha et al., 2020)
· Success measurement: For the measurements of success the organisation can incorporate an effective system to identify the level of autonomy among the staff to deal with the changes and the overall impact of the efficiency of the organisation by considering the redesigning procedure (Johnson, 2005).
· Integration of an effective human resource management system: It is important for the organisation to incorporate an effective and comprehensive strategy for the training and development programme for the employees of the organisation which will help in improving the overall facilitation of the services (Fishman and Sulivan , 2014). The overall costs for incorporating training services for inclusivity and Diversity training as well as the improvement of service quality is estimated at around 10000 Euro for 200 employees. 
· Training programme: The employee training programmes in Hotels Barcelona should incorporate orientation training, effective onboarding, compliance with legislation and ethical behaviour, diversity and leadership along with quality assurance (Noordzife, 2014). Similarly, it is also important for the organisation to induce effective leadership training rather than depending on the hospitality interns and also facilitate upskilling procedures for the same. 
· Change management: In this particular context, Kurt Lewin’s Change management model would be Incorporated. The first stage of the model is known as unfreeze which refers to the process of recognising the need for the change along with determination and encouragement for the right attitude and behaviour of the associated stakeholders. The second stage is the actual implementation of the changes which is associated with the process of executing the identified procedures and helping and guiding the employees to deal with these changes (Memon, 2021). The last stage in this process is replace which refers to the process of test stabilising the development learning aspects through the training programmes into the everyday operation of the employees. 
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Figure 4: Kurt Lewin’s model 
(Source: Muldoon, 2020)
· Success measurement: The integration of key performance indicators along with the on-the-job observation system could be a helpful process for incorporating effective measures of success. Besides the development of the employees is also helpful in inducing customer satisfaction and observing the overall scores and reviews and repeated customers could be a potential source for measuring the overall success of the training programme (Brierley, 2006). 
Improving the competitive positioning by reducing the threat of external factors
For mitigating the threat of external competition, it is important to incorporate various strategies related to sustainability and local engagement followed by the enhancement in the service quality as well as brand reputation (Flanding and Grabman, 2022). The overall discussion in the context of improving the competitive positioning of the company is as follows. 
· Integrating effective sustainability approaches: The organisation has already incorporated various sustainable development goals that include recycling, eco-friendly articles, the use of renewable energy and effective solidarity projects. It has also engaged in various areas of sustainability such as society culture environmental climate and local development (Sodiq et al., 2019). However, there are some areas in which the organisation can take another step to incorporate sustainability approaches. 
· New sustainability approaches: The organisation can further incorporate the sustainability approaches which include the conservation of biodiversity and ecosystem, designing green buildings, supply chain management and water conservation (Caniglian et al., 2021). These specific areas are not still tapped by Hotel Arts Barcelona and it will help them in improving the overall competitive positioning in the Spanish Hospitality market. 
· Implementation of changes: For the implementation of the new sustainability approaches the Kotter’s 8 process could be incorporated. It is important for the organisation to create a sense of urgency while incorporating approaches. The next stage is to build a team who would be in charge of maintaining the operations. The next stage is to incorporate the concept into the vision and strategy of the organisation (Harrison et al., 2021). The fourth stage is to maintain effective communication with the stakeholders. The fifth stage is associated with important effective changes followed by enabling the employees to accumulate the changes into everyday operations (Haas et al., 2020). The next stage is to generate short term wins that will help in sustaining the overall procedure. The last stage is highly associated with the process of developing institutional management processes for stabilising the change (Sittrop and Crosthwaite, 2021). 
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Figure 5: Kotter Change Management Model 
(Source: Kotter and Cohen, 2012)
· Success measures: The success measures that is associated with this specific sustainability measures are which are CO2 emission reduction rate, overall energy consumption, usage of water, reduction in water usage, reduction in using plastic elements followed by Material efficiency in material input per unit of service (Duric and Potocnik Topler, 2021). 
· Enhancing the service quality through automation: Automation is an important criterion for the development of service quality of the organisation. This particular aspect is helpful in improving faster and more accurate data handling that helps in managing the overall responses and increase of the number of customers (Belias, 2020). As responsiveness of the hotel staff is a major problem found in the Hotel Arts Barcelona, it will help him improve the overall communication facilities available between the staff and the guests of the hotel. 
· Automation system that would be integrated into the hotel: There are a total of four types of automation systems that would be incorporated into the hotel. Fixed automation systems like lighting and climate control in the guest rooms based on the Occupancy and the time of the day would be Incorporated. The Programmable automation system like the use of virtual key cards help in improving the overall responsiveness to the guest enquiry is making a reservation and 24/7 assistance (Moro et al., 2020). The flexible automation system such as the use of a chatbot and virtual assistant would help in dealing with any kind of urgency and the request for the guests (Antonio et al., 2019). The integrated automation should focus on the implementation of a centralised Property Management System that is also related to the renovation of the green building. 
· Change management: For the initiation of Change management the transition model by William Bridges could be incorporated. This particular model is associated with three stages which are endings, neutral zone and new beginnings (Bennett et al., 2020). The first phase of Ending is associated with identifying the lack of abilities and efficiency for the existing communication system. The second stage would be associated with establishing a neutral zone and initiating the psychological realignment of the employees regarding the everyday operation facilities and services (Graf et al., 2020). The new beginning stage would be associated with the process of incorporating new comprehension regarding the installation of the automated system and the three orientations of the facilities that are available for the existing employees as well as the guests. 
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Figure 6: Transition model by William Bridges
(Source: Bridges and Bridges, 2019)
· Success measures: For the overall success measure, a guest satisfaction survey could be a potential success measure for the organisation. Similarly, the Occupancy rate of the guest room in the lean seasons along with the overall revenue metrics could also be an effective major for the identification of the success level for implementing automation systems within the organisation (Mingotto et al., 2021). 
There are some potential benefits that would be associated with the implementation of these changes within the organisation of Hotel Arts Barcelona. Improved customer satisfaction is one of the most beneficial aspects associated with these recommendations. The incorporation of effective Hotel design along with improvement in the overall quality of the services along with a direct emphasis on social and environmental sustainability the organisation would be able to improve the overall level of customer satisfaction. Similarly, initiation of the brand image of the company Hotel Arts Barcelona would also be improved as a part of the benefits for incorporating effective change management strategies (Rahimian, 2021). The organisation not only would be able to revamp the image of the organisation in front of the target audience but also attract environmentally conscious people who are looking for enjoying authentic local experience. With the incorporation of all the recommendations provided in the report. On the other hand, the operation of the automation facilities and improving the overall customer service quality is also helpful in improving the competitive positioning of the organisation and attracting people from wide-ranging demographics. Alignment with a consumer preference is also an important aspect which needs to be incorporated by this particular hotel (Yen et al., 2020). The current facilitation on the jet-setting culture initiated by Hotel Arts Barcelona could also be for that accelerated with the integration of this recommendation. 
[bookmark: _xj0dhfkqiccv][bookmark: _Toc148623406]Action Plan
An action plan is a detailed plan that efficiently outlines the actions that are needed to reach one or more goals. An action plan is designed below to help Hotel Arts Barcelona by Image Crafter Consultancy Service. 
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion date
	Planned Budget

	1.
	General deterioration in the quality of service offered
	The hotel should focus on investing efficiently in employee development programs. Furthermore, the hotel should integrate technology. Automation services such as technological integration can help to offer quality (Labianca et al., 2020)
	Implementation of desired employee development programs that can help in skill development. Hence, it can help the workers to be more valuable in their job roles. Moreover, such programs can effectively help to improve the employee retention rate (Adeyefa et al., 2023). 
Integration of technology such as automation can help to achieve guest satisfaction
	4 months
	02/02/2024
	€10,000

	2.
	Unsatisfied experience with the customers
	The company can improve and optimise the digitalised platforms. Faster navigation can help to enhance the experience of the customers (Kapoor and Kapoor, 2021). Moreover, the collection of feedback from the customers can help to understand the dissatisfaction among the employees
	Optimisation of digitalised platforms can help the hotel to gain a competitive advantage. It can play an effective role in enhancing the experiences of the users, thus ensuring smooth operations (de Esteban Curiel et al., 2023). Through the help of feedback, the hotel can understand the tastes and preferences, hence enabling them to provide personalised experiences to the guests
	5 months
	12/03/2023
	€7,000

	3. 
	Threat of the competitive positioning of the hotel due to external factors
	The hotel should focus on investing in market research activities, to understand the market positioning of the competitors. The hotel should control the social media platforms to manage the reputation of the brand in the e-commerce marketplace (Kuo et al., 2022). 
	Conducting systematic market research activities can help the hotel to understand the needs and choices of the customers. It can also help to evaluate the competitiveness of the hospitality sector present in that particular location (Gemar et al., 2019)
	6 months
	23/04/2024
	€21,000


Table 2: Action Plan
(developed by the learner)
[bookmark: _9qynss1vw6ko]

[bookmark: _gdgsiz9ezgkv][bookmark: _Toc148623407]Conclusion
The research has effectively identified the issues that Hotel Arts Barcelona is facing today. Image Crafter Consultancy Service was assigned with the task of providing possible solutions to the problems that the hotel had to face. Hotel Arts Barcelona is facing two distinctive problems. The first problem is a general deterioration in the quality of service provided by the hotel. Furthermore, the hotel is finding it difficult to achieve the satisfaction of the customers. The hotel was previously known for providing high-quality services. However, complaints from the customers arrived on the shabby conditions of the accommodation rooms. Moreover, the hotel is accused of committing racial bias against people who have a darker complexion. Mitigating the above problems is required, hence the hotel desired the help of the consultancy services. Assessment of the business environment of the organisation is required. 
Frameworks such as SWOT, TOWS matrix and PESTLE analysis were performed to gain an image regarding the market positioning of the hotel. The SWOT analysis helps to assess the strengths and weaknesses that a hotel has to face in its internal environment. The hotel provides extra services along with the accommodation services. It includes a spa as well as restaurants, which pose a significant strength of the hotel. However, one of the major weaknesses of the hotel is its outdated design. Outdated designs create a loss of identity for the hotel. The TOWS matrix helps to prescribe strategies that help to mitigate the threats and weaknesses of the hotel organisation. A PESTLE analysis helped the consultancy firm to perform assessments regarding the external environment of the hotel. 
Addressing the issues to resolve the issues is necessary. Thus, the consultancy firm has provided certain recommendations to mitigate the above threats and weaknesses. Mitigating the issues related to achieving consumer satisfaction is required, hence redesigning the hotel as per the preferences of the customers is necessary and desired. Achieving the objective requires engaging the design firms and conducting renovation in phases. Furthermore, the integration of an effective HRM system is necessary and required. Such systems can help to develop the performances of the employees, hence benefiting the organisation. The performance of the employees could be enhanced through change management systems, training programs as well as implementation of indicators that can help to measure the success rate of the employees. The hotel faces constant threats to the competitive positioning due to the external factors. It can be achieved by the hotel through the implementation of changes along with the integration of new approaches towards achieving sustainability. It is extremely significant for the hotel to enhance customer satisfaction. Satisfaction of the visitors can be achieved through automation services. There are four types of automation services that the hotel should implement. The automation services are fixed automation systems, Programmable automation systems, flexible automation systems as well and property management systems. An action plan is also desired by the customer. The action plan mentions the problem and figures out the solutions to mitigate problems. Furthermore, the plan would state the desired outcomes on the solutions stated. 
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