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[bookmark: _Toc199965962]Executive Summary
 	Azul Beach Resort Montenegro, which is located along the seafront just outside the town of Ulcinj, is presently experiencing management issues that are affecting its overall performance and client satisfaction. Even though it is well-located right on the beach and under the good reputation of Karisma Hotels & Resorts, it has been consistently marred with problems of low standards of cleanliness, bad attitude from employees, and problems of safety issues such as harm to guests and overly invasive housekeeping policies. These issues, brought to the fore in TripAdvisor and Booking.com customer reviews, indicate deeper-seated issues in the resort’s management structure, staff training, and operational processes. STEEPLED, SWOT, and TOWS techniques have been used to analyse internal and external weaknesses. Montenegro’s growing tourism sector, underpinned by EU investment programs, allows Azul Beach Resort to catch up lost ground. Some possible enhancements include staff training programs, technology upgrades, and green tourism activities. The current strengths of the resort its good location, quality infrastructure, and positive brand image can be utilised to attract families and environmentally friendly tourists with customised products. However, unless the service shortfalls are addressed, the resort will risk losing customers to competitors and attracting legal penalties. Corrective actions taken promptly through open communication with guests, stringent health and safety checks, and stronger service protocols must be undertaken to restore trust. By acting on its operations from Montenegro’s national tourism policy and changing guest expectations, Azul Beach Resort can be repositioned as a world-class resort within Montenegro’s hospitality competitive tourism market. The resort lost some customers in the past due to service problems.
Now, it has the chance to fix mistakes and move forward successfully.
Some good steps to take include staff training and support programs. Trained staff will improve service quality and customer satisfaction quickly. Technology upgrades are also important to improve efficiency and the guest experience. For example, faster check-in systems and mobile apps can help a lot. Guests now expect quick and easy services during their entire stay. Green tourism activities are another great way to grow the brand. Tourists today care about the environment and want sustainable travel options. Through offering eco-friendly trips and recycling programs, Azul can lead. Nature walks, beach cleanups, and green hotel practices attract more visitors. The resort already has several strengths that can be used well. It is located in a very attractive area near the beach. The buildings and rooms are modern and in good condition. Azul also has a good brand image in the market. These strengths can help attract families and nature-friendly tourists again. Customized services for families and eco-tourists can increase guest numbers. Family-friendly rooms, kids' clubs, and safe beach zones work well. Eco-tourists might enjoy biking routes, solar energy use, or tree planting. These guests will also promote the resort through social media sharing. However, past service issues must be solved without delay or excuse. If these problems continue, guests will choose better resorts instead. Poor service can also bring legal problems and harm the brand. So, action must be taken now to avoid bigger risks later.
The first step is clear communication with all guests and staff. Apologies should be offered when mistakes happen, along with quick solutions. This shows guests that their concerns are heard and taken seriously. Hotels that listen to feedback often build stronger customer loyalty. Health and safety must become a top priority at the resort. Guests expect clean rooms, safe food, and well-maintained public areas. Regular safety checks must be done in all parts of the resort.
Clear signs and emergency plans should be in place at all times. Service protocols should also be improved through regular staff meetings. All employees should know their duties and follow clear service rules. Guest complaints must be tracked and used to improve performance fast.
This helps the hotel learn from mistakes and stop repeats later. The national tourism policy of Montenegro also offers helpful guidance. It focuses on improving quality, sustainability, and tourist experiences overall. Through following this plan, Azul can meet both local and guest needs.
It can become a model for other resorts across the region. Guest expectations have also changed a lot in recent years. People now want unique, relaxing, and meaningful holiday experiences together. They also want value for money and feel safe and respected. However, by updating services to meet these needs, Azul can grow fast. Marketing should highlight the resort’s updates and new offerings. Photos, guest reviews, and videos can help build trust online. Social media can be used to share updates and build excitement. This will attract both past and new guests to the resort. Good partnerships can also support Azul’s future business strategy well.
Working with local farms, tour guides, and schools builds community ties. These partners can offer local food, cultural tours, and educational programs. Guests enjoy real local experiences that these partnerships can provide easily. Azul Beach Resort still has a chance to become world-class again. It must take clear actions to fix its service and rebuild trust. Support from the EU and Montenegro makes this the right time. If the right steps are taken, success is possible in months. With better service, strong marketing, and eco-tourism, Azul can stand out. Families, nature lovers, and repeat guests will help grow the brand. Through acting now and staying focused, the resort can lead again. Montenegro’s growing tourism market is ready for Azul’s big return.
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[bookmark: _Toc199965963]Introduction 
 	Azul Beach Resort Montenegro is on the scenic Adriatic coast of Montenegro. It was rolled out in the late 2010s, located close to the seaside town of Ulcinj, famed for its beaches and Mediterranean atmosphere (Hryniewicz et al., 2022).  The resort targets leisure as well as family visitors. The resort offers ample space for various requirements, ranging from rooms to suites, and the space of the rooms is well over 35 square meters on average. Azul Beach Resort places a great emphasis on quality service and peaceful surroundings (Cano et al., 2021).  The guests can enjoy panoramic ocean views, beautifully manicured landscaped gardens, and beachfront access. Resort amenities consist of some excellent dining restaurants, a fully serviced spa, and numerous recreational activities for guests of all ages. The amenities consist of a fitted balcony, a TV, and a private shower. It is close to the Podgorica Airport only, 31 minutes (Booking.com, 2025). The hotel has 479 rooms and suites with five restaurants and 7 bars. Therefore, the guest also enjoys eight pools, an adventure park, a 50-metre beach, an outdoor theatre, conference facilities, and sports opportunities (Karisma hotels, 2025). 
[image: Azul Beach Resort Montenegro]
Figure 1: Logo
 	The problem, which will be highlighted in this report, will be about management issues in the chosen hotel. Furthermore, this report will introduce the issues impacting hotel performance and outline the methodology for analysis (Mohd-Shamsudin et al., 2024).  It will apply established strategic tools, including STEEPLED, SWOT, and TOWS frameworks, to investigate both internal inefficiencies and external pressures influencing current outcomes. The STEEPLED model includes Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic factors. Hence, SWOT analysis will include Strengths, Weaknesses, Opportunities, and Threats. This report will include information about the management issues, which are highlighted by the complaints on TripAdvisor and booking.com websites (Rita et al., 2022).  The TOWS model includes a hotel’s Strengths, Opportunities, Aspirations, and Threats. It will help in deciding with the consulting firm. The consulting firm is named VistaLuxe Consulting to show how the hotel can use its strengths to overcome challenges.
 	Azul Beach Resort Montenegro also had some managerial problems, as reflected in recent customer reviews (Karismahotels.com. (2025). Some customers indicated low cleanliness standards throughout the resort. One of the customers noted the atmosphere to be "horrible, dirty, very!" and attributed this to unprofessional staff and lapses in managerial oversight (Tripadvisor, 2025). There have been shocking accounts of guest safety and how the management responds to occurrences. One of the guests grumbled about a family member getting hospital stitches for wounds due to "terrible irresponsibility and negligence by management (Tripadvisor, 2025)." Guests have also criticised the quality of service and the behaviour of the employees. Further, the complaints cited there were odours from sinks and mosquitoes. They complained about personnel needing to change their uniform and attitude (Booking, 2025a). One of the main problems comes from poor communication in management. Staff are often uncertain of their duties due to unclear guidance.
This confusion leads to delays, mistakes, and unhappy guests at the hotel. Team members struggle to manage their time and daily tasks properly (Salifu-Sidii, 2025). There are also problems with resource use and work organisation overall. Some employees face interpersonal conflicts that hurt the work environment badly. A lack of support and training affects staff performance and confidence. Some managers struggle after being promoted from coworker to a leadership role. Without leadership training, they fail to guide or motivate their teams. Furthermore, these problems must be fixed to develop the service and improve guest satisfaction quickly (Cano et al., 2021). One of the important reasons for management issues in the hotel is poor communication, lack of clear guidance, team inability, and issues in handling time and resources (Patafta and Milohnić, 2022). Further reasons are interpersonal conflict, lack of employee support, and inability to transition from coworker to manager (Han et al., 2021).
[bookmark: _Toc199965964]Analysis 
 	Azul Beach Resort Montenegro had some management problems, as can be seen from recent customer remarks (Cano et al., 2021). Some of the customers were complaining about poor cleanliness levels throughout the resort. One of the customers labelled the atmosphere as awful and unclean and blamed this on unprofessional employees and managerial control faults (Tripadvisor, 2025). There was a problem with offensive employees on Voyage Prive (2025). Besides that, the staff had closed down the bars and drinks division, which caused individuals to lack organisation regarding food quality, and cocktails were ranked low. 
The ineffective management causes overstaffing and high staff turnover, low levels of service, and negative guest feedback, ultimately harming the reputation and revenues of the hotel (Kasavan et al., 2022).  Guest complaints about safety and response to accidents on the part of management were noted. Azul Beach Resort is facing serious issues that hurt its reputation (Karismahotels.com. (2025). The main problems include poor cleanliness and unprofessional behaviour from staff members. 
Guests have repeatedly complained about dirty rooms and public areas. This makes the resort seem unattractive and careless about guest comfort (Cano et al., 2021). Cleanliness is one of the most important things travellers look for in a hotel. Once a place is not clean, guests lose trust and choose other resorts instead. Another big problem is the offensive behaviour of some employees. Staff members have been rude and not supportive. This attitude discourages guests from returning or recommending the resort (Yang et al., 2020). Friendly and polite staff are important to good customer service. If workers behave badly, it damages the hotel’s image quickly. Such behaviour often comes from poor staff training or low motivation.
There is also the issue of the closure of bars and a drop in drink quality. Guests complain that the resort no longer offers good cocktails or enough food options. Bars and restaurants are important parts of a holiday experience (Christou et al., 2019). If these facilities do not work well, visitors feel disappointed and are less likely to stay long. This also affects the resort’s income since food and drinks bring extra revenue. The resort has also been struggling with high staff turnover and inefficient operations (Cano et al., 2021).  Many employees leave the resort quickly, causing shortages in staff. New workers take time to learn and improve service, but the resort keeps losing them.
 This makes a cycle of poor service and unhappy guests. Incompetent operations mean resources are wasted, and important tasks are delayed or ignored (Padma and Ahn, 2020).  Time management and clear job roles are absent, which leads to confusion. The original causes of these problems are linked to weak management and poor communication (Patafta and Milohnić, 2022). The management team has not given clear directions to staff. Without proper guidance, employees do not know their duties well. This causes mistakes and poor guest experiences. Moreover, the resort lacks regular training programs to expand the skills of the employees (Salifu-Sidii, 2025). Without training, staff cannot afford high-quality service or behave professionally.
One more root cause is low employee motivation and support. Workers who feel ignored or undervalued often lose interest in their jobs (Ali et al., 2020). This lowers their performance and increases absenteeism and turnover (Cano et al., 2021).  Furthermore, there is a failure in leadership when managers cannot solve conflicts or inspire their teams. These factors contribute to rude behaviour and slow problem-solving. The resort also does not use modern technology well (Mohd-Shamsudin et al., 2024). It lacks digital tools that can expand guest management and feedback collection. Competitors use smart systems to respond quickly to guest requests and track staff performance. 
This puts Azul Beach Resort behind and makes it harder to fix problems in time. Nearby resorts and hotels along Montenegro’s coast offer better service and facilities (Sangpikul, 2022). For example, Hotel Splendid in Budva is known for its clean environment and friendly staff. It uses guest feedback actively to improve services (Emarket1ng.net, 2022). This hotel also invests in digital booking and management systems to stay efficient. Similarly, the Avala Resort & Villas offers well-maintained pools, multiple restaurants, and family-friendly activities (Portonovi, 2024). They offer training programs regularly to keep employees skilled.
 Compared to these competitors, Azul Beach Resort falls short in some main areas. It's poor hygiene and rude staff contrast sharply with the high standards at these hotels (Hu et al., 2019). The lack of an exciting bar or dining scene also makes it less attractive. Competitors’ investments in technology and employee training help them keep guests satisfied and loyal. This puts pressure on Azul to catch up quickly to avoid losing more customers (Shin et al., 2019). However, to solve these issues, Azul Beach Resort needs a clear and practical plan. First, the resort should immediately improve cleanliness standards. 
 Hiring more housekeeping staff and scheduling frequent inspections will help. Training cleaners on best practices and using checklists can ensure that rooms and public areas stay clean. Second, staff training must be a priority (Chen et al., 2022). The resort should organise customer service workshops to expand the behaviour and skills. Training should emphasise communication, hospitality, and problem-solving (Sangpikul et al., 2025). Providing staff with uniforms that are clean and professional will also improve their image (Patel and O'Halloran, 2022). Third, reopening and upgrading the bars and restaurants is important. The resort should hire experienced chefs and bartenders to improve food and drink quality. Introducing new menus and drink specials can attract more guests. Organising events like happy hours or themed nights could also increase customer satisfaction. It was reported by one of the guests of a situation where one of the members of a family had to be stitched in a hospital, accusing "horrendous irresponsibility and negligence by management" (Priceline, 2025). Amongst some of the complaints are that the housekeeping members were going into rooms where "Do Not Disturb" notices were posted at the doors, and the staff were found to be "a little bit rude" and slow in solving the issues. Besides, the complaints posted were about foul smells and mosquitoes. 
They complained of staff who needed a change of clothing and temper (Booking, 2025a). Such chronic problems have led to low ratings on such platforms as TripAdvisor and Booking.com, which can deter prospective travellers and influence the profitability margin of the resort. The accumulation of such feedback points to systemic management problems that need to be addressed to restore the image of the resort and ensure guest satisfaction (Ríos-Martín et al., 2019). 
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	Factor
	Impact on Azul Beach Resort, Montenegro

	Social
	Montenegro’s growing popularity among European tourists creates high expectations for hospitality standards (Djurasevic et al., 2019).  At Azul Beach Resort, repeated guest complaints regarding hygiene and service directly contradict these expectations, weakening its social credibility and repeat tourism potential.
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Figure 2: Tourists in Montenegro spend twice as much time during the high season as during the rest of the year 2023


	Technological
	While Montenegro is investing in digital tourism infrastructure, Azul Beach Resort shows minimal adoption of intelligent systems for guest management, limiting its efficiency and responsiveness to real-time issues. This digital lag places the resort behind its competitors 

	Economic
	Montenegro’s economy is significantly reliant on seasonal tourism (Djurasevic et al., 2019). Negative reviews tied to safety and service at Azul could reduce booking rates, especially during peak months when economic gains are most critical (Hoskins and Leick, 2019). 
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Figure 3: Number of monthly arrivals in tourist accommodation in Montenegro from April 2018 to February 2020
Statista, 2021

	Environmental
	Being located on the Adriatic coast, the resort must uphold high cleanliness and environmental standards (Mandić et al., 2022). Reports of unclean pools and surroundings harm not only guest perception but also their alignment with Montenegro’s sustainable tourism goals.

	Political
	Despite Montenegro’s political stability and EU accession efforts boosting tourism, poor internal resort governance hinders Azul from leveraging national progress in tourism policy and funding opportunities. Montenegro Labour Laws assert that an individual has to be at least 15 to seek employment (MIPA, 2025).

	Legal
	Montenegro’s tourism laws emphasise guest safety. Documented incidents involving injuries at the resort due to poor facility maintenance could attract legal consequences and regulatory scrutiny.

	Ethical
	Ignoring guest complaints and inadequate staff behaviour reflect ethical lapses that conflict with Montenegro’s national strategy for quality service and responsible tourism.

	Demographic
	Azul targets international families and couples, yet unresolved safety and service issues may drive these key demographics to more reputable coastal resorts in the region (Dodds and Holmes, 2019). 
[image: ]
Figure 4: The Travel & Tourism Competitiveness Index 2019
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	Strengths
	Weaknesses
	Opportunities
	Threats

	The resort benefits from a prime beachfront location in Ulcinj, Montenegro, attracting both regional and international tourists during the summer season (Karisma hotels, 2025). 
Its affiliation with the Karisma Hotels & Resorts group enhances brand recognition. 
The size and layout of the property, including multiple pools and family-friendly amenities, make it suitable for large groups and holidaymakers.
	Significant management inefficiencies have led to issues in service delivery, hygiene, and guest safety (Booking.com, 2025). 
Negative online reviews consistently highlight untrained staff, lack of professionalism, and poor responsiveness to guest concerns (Tripadvisor, 2025). 
The absence of technological systems for feedback, monitoring, and service automation further weakens operational effectiveness.
	The resort has the chance to reposition itself by improving quality standards, investing in sustainable practices, and leveraging EU tourism development funds (Otero González et al., 2025). 
Digital upgrades and staff retraining can also enhance the guest experience.
Hence, the hotel should focus on training employees to welcome and provide services to guests. 
	Reputational damage from repeated complaints poses long-term risks to occupancy rates. 
Competitors along the Montenegrin coast offering higher service standards threaten to capture Azul’s target demographics. 
Legal risks may also arise from reported safety incidents, and further negative publicity could impact strategic partnerships and investor confidence.
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	Strengths–Opportunities (SO)
	Strengths–Threats (ST)
	Weaknesses–Opportunities (WO)
	Weaknesses–Threats (WT)

	The resort can use its prime coastal location and strong brand identity to launch eco-tourism and wellness packages that align with Montenegro’s national tourism goals, attracting environmentally conscious guests.
	Azul Beach Resort can leverage its connection to the Karisma brand to proactively address service issues through public reassurances and third-party quality audits, helping to counter reputational threats.
	By applying for EU-funded tourism grants, the resort has the opportunity to invest in digital tools for feedback management and to implement comprehensive staff training, directly tackling service and communication weaknesses (Luo et al., 2019). 
	If current issues remain unresolved, the resort risks reputational and legal harm (Salifu-Sidii, 2025). Therefore, management must urgently implement health and safety audits, introduce strict performance tracking, and engage in transparent communication with both staff and guests.

	The resort can design family-friendly experiences using its spacious layout and leisure infrastructure to reinforce its appeal among returning European tourists.
	Marketing efforts should highlight the natural setting and less crowded ambience as unique selling points, helping to defend against rising competition along the Adriatic coast.
	Operational improvements and a strong commitment to guest satisfaction would allow the resort to regain trust, improve ratings, and increase bookings during peak travel months.
	To avoid further decline, a short-term crisis management strategy should be enacted, focusing on legal compliance, improved staff behaviour, and immediate cl



[bookmark: _Toc199965968]Recommendations and Change Management 
[bookmark: _Toc199965969]Recommendation 1: Comprehensive Staff Training Program
 	The most serious problem arising at Azul Beach Resort is in opportunist behavior and low quality of service among employees. This has led to negative guest experiences and complaints regarding unprofessional behavior. A solution to this problem is that, there should be a comprehensive staff training program. The training program should be focused on informative customer service, conflict resolution, health and safety practices and cultural sensitiveness (Salifu-Sidii, 2025). For example, customer services trainings will prepare the staff to serve guest and handle complaints professionally while cultural sensitivity trainings will enable them to handle international guest with diverse backgrounds comfortably. 
 	 Staff should also attend refresher courses to keep them up to date with best practices strictly. Strategies of change management will be of key importance to the success of this initiative (Aboramadan and Karatepe, 2021). Staff must be involved at planning and designing level of training to ensure their buy in and to solve any concerns they have. One option, to urge the employees to be actively involved, is the introduction of incentives such as certifications or bonuses (Nguyen et al., 2024). 
 	The value of implementing this training program will range from €10 - €15 000, according to the trainers’ fees, training materials and logistics. This investment is justified with the number of the resort and the benefits, such as raised guest satisfaction, decreased staff turnover and increased rate of operational efficiency. The success of the training program can be measured by reviews from the guests, the staff performance evaluations and KPIs
[bookmark: _Toc199965970]Recommendation 2: Enhanced Housekeeping and Maintenance Standards
 	Cleanliness is an important factor in the guest satisfaction, and the current standards of the resort have given a lot of complaints (Singgalen, 2024).  Among the problems reported by guests include dirty rooms, smelly atmosphere, and offensive housekeeping (Sudarmayasa et al., 20220. The resort needs to rework on its housekeeping and maintenance programs. The first step is to look into creating clear detailed Standard Operating Procedures (SOP’s) for cleaning and maintenance. These SOPs should include cleaning routines for day-to-day operations and deep-cleaning procedures, times, and guidelines for handling guest requests (Waaje et al., 2024).
 	In addition, the resort will need an investment in the current cleaning equipment and the eco-friendly products to increase efficiency and sustainability (Metwally, 2019).  Measures of pest control should also be increased in order to reduce complaints that mosquitoes and other pests have caused (Srivani Maddala, 2019). For these changes to be realised, the housekeeping & maintenance teams are required to undertake requisite training on the new SOPs and use of improved equipment. 
 	Communications and staff participation should be the key aspect of the change management strategies (Chychun et al., 2023). The employees need to be educated on why cleanliness and maintenance are important in raising guest satisfaction and the resort’s general reputation. Approximately €10,000 is expected to be used to implement these changes, which include outlays to purchase the equipment, pest control services and training costs. The success level of this initiative can be compared using the feedback from guests, the results of cleanliness audits and maintenance resolution times
[bookmark: _Toc199965971]Recommendation 3: Strengthened Health and Safety Measures
 	Safety fears have been a recurring problem at Azul Beach Resort. Guests have complained of incidents of negligence and poor responses to emergencies (Polo-Peña et al., 2024). For that reason, the resort must put in place strong health and safety measures. The process begins with the performance of a thorough safety audit of the pool, adventure parks, and dining areas at the resort (Clifton, 2022). On the basis of the findings, necessary upgrades and repairs should be made to eliminate possible hazards. 
 	Staff should receive emergency response training in order to be prepared to deal with medical emergencies, accidents and evacuations (Mehmet Kürşat Öksüz and Şule Itır Satoğlu, 2023). This training must take place in the hands of certified professionals and include practical simulations to certify well well-preparedness of staff for real-life situations (Sousa et al., 2021). As for the implementation of these measures, the resort ought to create a safety committee, with representatives of other departments. This committee will work on monitoring standards of safety, responding to concerns of the guests and updating policy if required.
 
 The approximate unemployment rate if these measures are implemented is approximately € 8,000, which includes the cost of training, safety audit and signage (Patel and O'Halloran, 2022).  This initiative's success can be measured by guest feedback, incident reports and adherence to safety standards. 
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To make the training program successful, Azul Beach Resort should start with planning. The management needs to set clear goals and timelines for training (Sousa et al., 2021).  They should choose expert trainers from hospitality training organisations. Training sessions must begin with the frontline staff and then move to others. It is important to schedule refresher courses regularly to keep skills sharp. Staff feedback should be collected after each session for improvements. Incentives like certificates and bonuses can encourage active participation (Luo et al., 2019). Managers must communicate the benefits of training to all employees. Also, staff should be involved in designing the training to confirm buy-in (Waaje et al., 2024).  
For the housekeeping and maintenance developments, the resort must create clear SOPs first. These should detail daily cleaning routines and deep cleaning schedules. Supervisors will be responsible for frequent inspections and quality checks.  The resort needs to buy modern cleaning tools and eco-friendly products. Pest control services should be arranged regularly to keep guests comfortable (Mehmet Kürşat Öksüz and Şule Itır Satoğlu, 2023). Health and safety measures involve a thorough safety audit at the start. The audit should cover all guest areas like pools and dining spots (Clifton, 2022).  Any hazards found must be fixed quickly to prevent accidents. Safety signs and instructions should be available in multiple languages.  Practical drills will prepare the team for real emergencies (Chychun et al., 2023). A safety committee should be formed, including staff from various departments. 
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To manage the changes, Azul Beach Resort will use Lewin’s Model. This model has three steps: unfreeze, change, and then refreeze (Kim and Bachman, 2019).  It helps the staff understand and accept new improvements easily. The first step is to make everyone for what is coming. Staff will be informed why the change in cleaning is now needed. Managers will share real guest complaints and recent audit results. Open meetings and staff talks will describe the reason for the change. Staff will be encouraged to ask questions and share their worries (Memon, 2021). This honest communication will decrease fear and build staff trust. Next, the resort will start making the actual changes on-site. 
Housekeeping teams will get training on new cleaning and safety rules. New eco-friendly cleaning tools and pest control services will be introduced (Burnes, 2020). Signs in many languages will be placed around the pools and dining areas, and the emergency response training will be given by experts to all staff. Some staff duties, shifts, or uniforms may be adjusted slightly. Clear plans will guide everyone and reduce confusion during the shift. Finally, the changes will become part of the normal daily routine. Management will check guest reviews and safety reports every two weeks. Cleanliness will be checked often, and repairs will be logged quickly (Sousa et al., 2022). 
[bookmark: _Toc199965974]Staff Engagement and Communication Plans 
At the Azul Beach Resort Montenegro, organisational success is dependent on successful staff communications and participation. The resort has a poor history of management, characterised by a lack of clear direction, conflicts between personnel, and ineffective leadership; a communications plan is crucial in ensuring the alignment of staff efforts with strategic objectives. The resort should establish weekly meetings, where each department feels heard and issues are addressed promptly (O’Neil and Coakley, 2024). These sessions will provide updates, feedback, and enable management to inform changes. An internal digital communication platform, such as Slack or Trello, should be implemented to manage tasks better and facilitate real-time updates. This eliminates ambiguity regarding who is responsible for what and makes relevant information readily available to employees at all times (Üngüren and Arslan, 2021). For greater engagement, employees must be engaged in the development of training materials and operational processes (Vovk and Vovk, 2024). This collaborative process builds ownership and trust, facilitating a culture of mutual accountability. Awards programs such as "Employee of the Month," bonus rewards, and peer-recommended awards can also encourage employees and promote morale (Younies et al., 2021). 
Particularly for internal supervisors, leadership development should also be a high priority (Hoang et al., 2021). Leadership programs should include conflict resolution, team coordination, and emotional intelligence, enabling leaders to manage effectively (Maldonado and Márquez, 2023). Upper management's open-door policies will establish trust and communication, making the staff feel valued and heard. Surveys and anonymous feedback systems should be used to monitor engagement and resolve issues proactively on an ongoing basis (Narayan et al., 2022). 
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	OBJECTIVES
	GOALS
	KPIS
	INITIATIVES

	Guest satisfaction
	To enhance the guest experience and feedback.
To improve the perception of cleanliness and hospitality.
	To increase the rating by 4.2 or more on review platforms.
To increase positive survey responses by 85% or more
	Average rating on TripAdvisor or booking.com.
	To monitor reviews weekly, respond to feedback, and upgrade service protocols.
To implement new housekeeping SOPs and guest feedback forms

	Service efficiency
	To ensure timely and professional guest service.
To guarantee clean, ready rooms for all arrivals.
	To reduce average response time to less than ten minutes.
To ensure that the room is ready 100% before check-in.
	Average response time.
Housekeeping audit compliance rate.
	To introduce a digital request or complaint tracking system.
To set a daily pre-check-in room inspection schedule.

	Staff engagement
	To increase employee involvement and motivation.
To reduce turnover and improve staff retention.
	Ensure that at least 90% of the staff participate in the meetings.
To reduce staff turnover to less than 10% annually.
	Attendance rate
Staff turnover rate.

	To conduct weekly staff briefings and offer training incentives.
To create recognition programs and provide career development pathways.

	Training and skills
	To ensure all staff are adequately trained in hospitality.
To improve service quality and problem resolution.
	To ensure that the training modules are entirely completed.
To improve mystery guest score by 15% or less.
	Training completion rate.
Mystery guest evaluation score.
	To partner with hospitality trainers, schedule phased training.
To conduct monthly evaluations and coaching sessions.

	Health and safety
	To maintain high safety standards and reduce incidents.
To promote emergency readiness across all departments.
	To ensure there are no major incidents and 2 or fewer minor incidents per quarter.
To ensure full staff participation in drills.
	Safety incident reports.
Drill participation rate.
	To conduct quarterly safety audits and monthly drills.
To implement multilingual signage and assign safety ambassadors.
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Table 1 Cost-Benefit Analysis

	Area
	General Cost Estimate
	Timeframe
	Details & Benefits

	Housekeeping Improvements
	€10,000 (one-time)
	Month 1–2
	Covers training sessions, new cleaning tools, and pest control. Enhances cleanliness and guest satisfaction.

	Digital Maintenance System
	€2,500 (one-time)
	Month 2–3
	Enables faster reporting and repair of maintenance issues, improving operational efficiency.

	Eco-friendly Cleaning Products
	€1,000/month (ongoing)
	Starting Month 1
	Attracts eco-conscious guests and supports sustainability goals.

	Health & Safety Upgrades
	€8,000 (one-time)
	Months 1–4
	Includes full audit, staff training, multilingual signage, and emergency tools. Boosts safety and compliance.

	Staff Training
	€3,000 (within H&S cost)
	Month 1–2
	Professional training increases staff confidence, safety awareness, and loyalty.

	Emergency Equipment & Repairs
	€3,000 (within H&S cost)
	After the audit (Month 3–4)
	Addresses identified hazards, reducing future risk of incidents.


Source: (Author)
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	Problem
	Solution
	Desired Outcome
	Time Scale
	Cost (€)

	Unprofessional staff behaviour and poor service
	Fatima and Elbanna (2023) suggest implementing a comprehensive staff training program focusing on customer service, conflict resolution, health and safety, and cultural sensitivity.
	Improved guest satisfaction, reduced complaints, and enhanced staff morale.
	3 months (training)
	10,000–15,000

	Low cleanliness standards and maintenance issues
	Develop and enforce strict housekeeping SOPs, upgrade cleaning equipment, enhance pest control, and introduce a digital maintenance tracking system.
	Higher cleanliness ratings, reduced guest complaints, and efficient maintenance.
	2 months (rollout)
	10,000

	Safety concerns and inadequate emergency response
	Conduct safety audits, provide staff emergency response training, install multilingual safety signage, and establish a safety committee. (Nugraha et al., 2024)
	Reduced safety incidents, increased guest trust, and compliance with standards (Kuo et al., 2020). 
	3 months
	8,000-10,000

	Poor team communication and management issues
	Introduce regular team meetings, implement digital communication tools, and provide leadership training for managers.
	Improved internal communication, better teamwork, and more efficient operations.
	1-2 months
	5,000

	Negative guest feedback on review platforms
	Actively monitor and respond to online reviews, address repeat complaints, and implement a guest feedback system.
	Enhanced online reputation, improved guest retention, and increased bookings.
	Ongoing
	2,000 (annually)



[bookmark: _Toc199965978]Conclusion 
 	This report has systematically addressed the present problems facing Azul Beach Resort Montenegro and proposed implementable solutions for addressing the same. Central findings from the findings reveal that, the resort is experiencing systemic managerial inefficiencies, poor cleanliness standards, and unprofessional staff behavior and safety issues. These issues have greatly affected customer satisfaction, as can be seen from the negative guest comments on such sites as TripAdvisor and Booking.com, consequently inflation of the brand reputation and decline in profitability.
 	The strategic analysis (AI) carried out such as STEEPLED, SWOT, and TOWS frameworks have indicated that the root causes of these problems are lack of adequate staff training, ineffective operational practice and absence of robust safety procedures. Despite all these inadequacies, Karisma hotels and resorts have many strengths including being located in prime beach front locations, and well-built infrastructure and an association with Karisma hotels and resorts. Bearing these strengths in mind there is an opportunity for the resort to regain customer trust and return to the status of a leading destination within the competitive tourism market in Montenegro.
 	To remedy the perceived problems, this report has suggested a list of recommendations such as a broad staff-training scheme, adoption of improved housekeeping and maintenance protocols, and the adoption of stronger health and safety measures. Such solutions are aimed at increasing operational efficiency, increasing guest satisfaction and creating a positive work place culture. The proposed action plan gives a roadmap for the resort on how to deal with specific problems, solutions, outcomes, timelines and associated costs. With a range of these strategies, the Azul Beach Resort Montenegro can greatly enhance the experience of the guest, restore the image, and sustain its growth.
The full action plan supports guest happiness and staff confidence alike. Happy guests leave good reviews and help build the resort’s image.  Good reviews bring more bookings and help the resort grow faster. Staff who feel trained and supported will enjoy their jobs more.
This creates a better workplace and improves teamwork at every level. Through using all these suggestions together, the hotel can make progress. It can fix past problems and avoid the same mistakes again. The reputation of the resort will improve in both the short and long term. More visitors will return, and new guests will be attracted too. Increased bookings will raise profits and allow further future investment. The resort has great potential, and these changes will unlock it.
If followed properly, the resort will become a trusted destination again. This is the right time to act and move towards improvement. With commitment and support, Azul Beach Resort can achieve great success. With clear steps and fair costs, this plan is easy to follow. Each change has a purpose and brings real value to the resort. Even small actions, like better signs or pest control, make a difference. The resort will see results fast, and guests will notice the effort. Improvement takes time, but with patience, the outcome will be worth it. 
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