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Executive summary : 
Hospitality sector is representing an area of interest for every country of the globe. This industry is providing numerous services such as accommodations, food and beverage designated areas and different amenities specially created to succeed costumers’ expectation. (Bachmann 2022)
Melia International Varadero has opened it’s gates for costumers in 2019. The hotel is described as “the latest jewel in the crown for the hotel company” and is expected to place Cuba in a leading position in international travel. (Vendom 2019)
The hotel is meant to be “one of the most innovative hotels” which Cuba is proudly offering to all the tourists around the world. The hotel is providing 946 rooms to the market, the best technology systems in the country, exclusive areas , 18 restaurants and 15 bars. The hotel is also offering different kind of amenities, such as : wellness area, infinity pool, massage rooms and events rooms, specially designed in order to succeed costumers’ expectations. (Melia International Varadero 2019)
Nevertheless, costumers had unpleasant experiences during their holiday which impacted their opinion about the brand. Among costumers’ negative experiences, are found their worries associated with the high-costs of products and services, limited food options, ant-infested of the hotel rooms, online reputation. (TripAdvisor – Hotel Reviews)
Success Express has the main goal to implement the most beneficial business transformation journey through all the costumers who chose to be an essential part of Success Express’s family. The firm will bring on the table different perspectives, experiences and as well all the concerns in order to offer the best possible solutions which will help achieving the company’s goals. (Rittenberg, Main 2023)
The consultancy firm will do it’s best in order to find the most suitable solutions which will empower the hotel to succeed in all it’s areas. In order to do so, Success Express will use essential tools such as PESTLE and SWOT analysis which will present the internal and external factors and will determine how these factors may contribute to the success of the business. (Basu 2019)
The Analyse part of the report will present a SWOT analyse in order to present company’s strengths which are represented by : strong brand recognition, presence worldwide, location, facilities and the brand commitment with sustainability. The brand weakness is represented by : high price of the services, limited food options and ant-infested rooms. Opportunities are represented by : personalized services, events and celebrations, and activities. Threats are represented by : lockdowns, Ukraine War. (Buttrick 2009)
The second part of the Analyse is represented by a PESTLE analysis in order to understand how external factors affected the business. Political : Cuban Government involvement – investment opportunitie, Economic : Cuban government is opening new hotels, private business will affiliate in every sector, Social : hotel target market, Technological : latest technology, Environmental : national recognition for sustainability, Legal : licence from government. (Davis 2017)
The following part of the report is represented by Recommendations and Change Management. In this part of the report, the consultancy firm will determine the problems which were found within the hotel. Here will be described the cause and as well how these concerns are impacting the brand.
Furthermore, the consultancy firm will provide the best recommendations for the hotel and as well will give clear examples on how these recommendation should be implemented in the future. In this part of the report, the consultancy firm will offer essential guidance in the process of measuring how these measures will be classified. (Burnes 2014)
The report will also present the possible benefits associated with the process of implement the recommendations.
In the last part of the report, an action plan will be provided for Melia International Varadero. Here, the consultancy firm will face the problems which the hotel is experiencing. Once the problem is acknowledge, the best solutions will be given followed by the desired outcomes, time scale, completion date and the planned budget addressed to each solution. (Kotter 2012)
All these measures will help Melia International Varadero to overcome it’s current issues in order to exceed costumers’ expectations in the future. 

Introduction : 

The aim of the following report is to discover the main concerns that Melia International Varadero has to face, the organizational structure and organisational culture, as well as the styles which the hotel is adopting regarding leadership and management, adopted by the employers. 
The report will give the best solutions for the problems and concerns found within the hotel, restaurant and all the auxiliary facilities within the resort, and will provide good management practices which aims to suit the best the values and principles of Melia International Varadero.
The report will also take into consideration the reputation of the hotel and will do it’s best to make sure it will be safeguarded. The practices which will be recommended will have the purpose to maximise costumer’s satisfaction on all the services provided by the hotel, in order to make their stay the most pleasant. (Noordzife 2014)
Melia International Varadero is seen as “the latest jewel in the crown for the hotel company” and the main the main purpose for the brand is to place Cuba in a leading position in international travel. The president of the brand, Gabriel Escarrer Julia is really proud of this destination and say that Cuba “has everything that the most diverse and demanding modern travellers could ask for in a destination.” (Vendom 2019)
Melia International Varadero is described as being “one of the most innovative hotels” that Cuba has to offer at the moment for all the tourists around the world. The hotel is bringing to the market 946 rooms which offer the best technology systems. The brand is also offering exclusive areas for it’s costumers, such as an entire floor of the hotel designated just for the adults called “The Level Adults Only”. The hotel offers a variety of food from all over the world combined in 18 restaurants and also a wide range of drinks to satisfy the most exigent costumers, located in 15 bars across the resort. (Melia International Varadero 2019)
The hotel also offer numerous facilities such as : a wellness area which consists of an Yhi Spa, a “Teen Spa” specially designed for teenagers, a spectacular infinity pool based on the last floor in order to offer the most incredible views for the costumers as well as 7 massage rooms to satisfy all the clients’ needs. The hotel is also providing 7 events rooms and also one ballroom, in case the costumers would like to host or to organise different meetings or special events. (Melia International 2019)
Among so many benefits that the hotel has to offer, the costumers have experienced experiences which have not been so pleasant for them. For some costumers the hotel should not be rated a 5 star accommodation and because of that they get disappointed about the amount of money they had to pay. Some others costumers have complained about the food and the limited options they had to choose from. Other bad reviews are regarding the cleanliness. Overall the costumers rated the hotel as being placed on a breathtaking beach surrounded with lovely staff which aim to satisfy all the needs, but in the same time a mediocre hotel which charge more than it should. (Tripadvisor - Hotel Reviews)
Success Express is a consultancy firm opened at the beginning of 2023 by the Executive Director Andreea Elena Codarcea. The main goal for the firm is to implement the most beneficial business transformation journey through all the costumers who chose to be an essential part of Success Express’s family. The firm will bring on the table different perspectives, experiences and as well all the concerns in order to offer the best possible solutions which will help achieving the company’s goals. (Rittenberg, Main 2023)
Success Express is committed to help Melia International Varadero in order to solve costumer’s main concerns and also empower the business to achieve success on all the areas. On the following part of the report, Success Express will use essential tools as Pestle and Swot in order to determine the internal and external factors which may contribute to the overall success of the company.  (Basu 2019)





Analysis :
The main purpose of the report is to investigate all the internal and external factors as well as the environment and to determine how they influenced all the services which are provided by Melia International Varadero. Hospitality industry can stand in the front of the list, when referring to economy of each country. This factor can have a huge impact into the economic development. Because of that, the success of this hospitality sector will be influenced by changes that exist in the environment and as well by the way each hotel or accommodation is facing them. (Donnellan 2023)
Varadero represents a great option for travellers who would like to enjoy a tropical escape. Melia International Varadero is considered one of the best hotels from Cuba. Costumers can chose from different types of holidays such a : family holidays, romantic retreats or just a wonderful experience. This hotel aims to satisfy the most exigent costumers and it offers a lot of amenities in order to fulfil their desires, such as : water sport activities or tennis, a kids club, spa and wellness centres and even service made up individually for each costumer to provide a private atmosphere . (Wright 2023)
As a management firm, Success Express aim to observe and as well to analyse all the operations which are taking place within the hotel and also the managerial styles. The report will focus mainly on a variety of challenges which the hotel had to face over the time. There will be met challenges such as Covid19, customer engagement, customer services and as well market trends. The report will also take into consideration costumer’s feedback regarding their experience through their stay at Melia International Varadero. (Allen 2020)
In this case, the report will use SWOT analysis in order to discover which internal factors have contributed to different kind of problems which appeared through the hotel. This analysis will investigate what kind of threats have impacted human resources and finances. Furthermore, PESTLE analysis will focus on external factors and will determine if they contributed in a positive or negative way through the hotel. These analyses are necessary in order to determine what would be the main steps which should be considered in order to provide a better future for the company. The report will also provide the most suitable recommendations and an action plan as well so Melia International Varadero will avoid these challenges. (Licht 2020)
Tourism represents “the second largest source of foreign exchange” and bring a huge contribution to the economy of the country. Hospitality sector has been very affected by Covid19 and as well by how it changed the travel perspective of the country. The Cuban government had to ban travel. These restrictions made Cuban people to organise street protests, which have been described as being the largest ones which took place in Cuba. (Jones 2022)
Cuba reopened it’s borders for visitors just in 2022, later than other Carribean destinations. The island has suffered more challenges rather than Covid19 recently. Dengue fever has as well impacted the number of tourists who chose to put Cuba on their travel map. Another challenges have been represented by a massive explosion of a hotel in Havana and Hurrican Ian , which also contributed to the visitors concerns. (Hank 2023) (Ruaridh 2022)

SWOT Analysis
Strenghts : 
· Melia boost it’s presence worldwide ->  the brand is operating in over 40 countries based in 4 continents across the globe. The brand has built 374 hotels which stands under 7 brands, which bring a huge contribution in the economy (Hotels & Brands)
· High brand visibility provided by the best advertising campaigns - > Melia International Varadero is occupying the third position on Tripadvisor ranking regarding the most luxurious hotels that the island has to offer for costumers (Varadero Luxury Hotels)
· Strong brand recognition -> Melia brand has adopted a really smart approach because of Covid19. The company has used social media influencers to get to their target market. In this way influencers spread all the information regarding the safety measures adopted by hotel and building confidence with costumers in the same time, helping the business to recover. (Hospitality&Tourism)
· Location – Melia International Varadero is located on the best beach which the island has to offer. Costumers can get the chance to enjoy the best sea views, white sand and the perfect Carribean weather and as well all the other facilities hotel has to offer, on the most spectacular beaches in Cuba . (Melia International Varadero)
· Facilities -> The hotel is offering the best facilities in order to satisfy the most exigent costumers. The costumers have unlimited options when they are thinking about relaxation. The hotel offers spa, gym, golf, kids club, a fitness centre, tennis and entertainment shows. (Melia Activities)
· Commitment to sustainability -> Melia brand has been designated “The Most Sustainable Hotel Company in 2022 by S&P Global” . The company is implementing sustainable practices in all it’s properties across the globe. Melia International Varadero is the first hotel in Cuba which is having a “Sustainable Construction”. The hotel aims to provide a sustainable environment and also to protect the island’s natural ecosystems.  (Environment & Sustainability 2023)  (Ramos 2020)
· 
Weakness : 
· The extremely high-priced of products and services -> The costumers are complaining regarding the high cost of the hotel and as well about it being overrated. Most of the costumers classify Melia below 5 Strars as it is ranked at the moment. (Tripadvisor Terrible & 
Poor Reviews - Overrated)
· Bad food and limited drinks option -> The majority of the costumers are complaining about food and drinks. Quality of food is described as being very poor and not many options to choose from. Food is also described as being basic, unappealing and often overcooked. (Tripadvisor reviews regarding A la Carte Restaurants)
· Ant – infested hotel room -> Other concern from the costumers was that they found ants around the room during their stay. This should not be neglected, because it can bring a lot of negative reviews for the hotel and as well for the brand image . ( Tripadvisor Negative Reviews)



Opportunities : 
· Personalised services -> Melia International Varadero offer it’s customers the chance to upgrade their basic accommodation with an up-graded version called “The Level” which promise to offer the most “exquisite personalized services” in order to meet all the needs that a costumer can have during their stay. This service is designed for families or just for adults, having two separate areas to operate. The costumers who want to chose this option get the chance to enjoy having preferential services, private pool or lounge, luxurious dining options or luxurious rooms amenities. (The Level)
· Events and celebrations -> The hotel offer beside accommodation and regular amenities met in most of the other holiday packages costumers can select, a Convention Centre. Here, costumers get the chance to organize different types of events and professional conferences which can be organised within 10 spaces offered by the hotel. (Convention Centre)
· Activities and excursions -> Costumers get the chance to chose from the multiple offers which the hotel is providing. As long as the activities which take place within the hotel or at the beach, personnel also offer day trips which can be adventure tours, cultural excursions or aquatic. (Activities and excursions)

Threats : 
· Lockdowns -> Melia International Varadero and all the other hotels and accommodations from Cuba have been severe affected by Covid19.  Cuba’s economy is depending on foreign exchange from the tourism sector and the pandemic has drastically reduced this sector. It will be a real challenge if similar situations will happen again in the future. (Frank 2022)
· Decline because of Ukraine War -> A quarter of all the tourists who come to visit Cuba are from Russia. Ukraine War had a major impact, because all the visitors from Russia are now banned of traveling to Cuba. (Frank 2022)



PESTLE Analysis

Political : 
· Cuban Government made a significant change by adding the tourism sector into the country’s new portfolio of “investment opportunities” which main goal is to provide foreign capital from the visitors. (Xinhua 2022)
· Cuban Government wants to contribute to the development of hospitality sector by bringing foreign hotel companies to run the country’s hotels and accommodation. (Dominguez 2023)

Economic : 
· Cuban government opened several hotels in order to help tourism industry to help with the economic recovery of the country. The main goal by the government is to build by 100.000 new hotel rooms by the end of 2030. Cuba has allocated 24% of the country’s national budget from the year 2022 in order to invest into the development of the tourism sector which is vital for the well being of the country.  (Dyer 2021)
· Cuba has also announced a really big change in the economy sector which will be beneficial for the country in the future. The government will allow the private business to affiliate in almost all the sectors, and in this way the economy of the country will bloom. (Private Businesses 2021)

Social :
· Melia International Varadero represent a modern all-inclusive resort meant to satisfy the most exquisite desires of each costumer. Costumer’s satisfaction is closely related with the amenities which the hotel has to offer, foor and beverage, cleanliness of the hotel and lastly the overall impression. Melia hotel is designed for family getaways or as well for adults-only experiences, both of these options having the same goal which is to get costume’s satisfaction. (Melia International)

Technological :
· Melia International Varadero is recognised as being the most innovative hotel in Cuba. The hotel offers the latest technology for it’s costumers. The Convention Centre within the hotel offers “the most modern facilities and equipment”. (Melia 2019)

Environmental : 
· Cuban Ministry of Science, Technology and Environment has offered Melia International Varadero national recognition because the hotel has prove that it doesn’t produce any substance which may harm the ozone layer. In this way, the brand is showing it’s interest into protecting the natural environment. (Moss 2023)

Legal : 
· Every hotel will have to adopt laws and regulations in order to ensure that the employers will work in a safe workplace, and also doing their best for the safety of costumers. In Cuba, the government is taking measures to make sure that hotels and all the places affiliated with this hospitality sector are licensed and also authorised in order to function according to the local regulations from the country. (Safety Guideliness)








Recommendations and Change Management

The most affected sector regarding financial loss after the pandemic has been represented by hospitality. Travellers from all around the globe have changed their perspective regarding the standards they want to find when staying at a hotel. Their behaviours have changed as well and because of that, higher expectations need to be fulfilled by the hotel itself and staff members. (Rajgopal 2022)
A recent study has demonstrated that 95% of future costumers will chose their hotel based on the online reviews which are associated with a personal recommendation. It has been shown that the negative reviews from different websites can have a huge contribution on the success or failure of every business and 40% of costumers will be influenced not to choose the brand in the future. (Deflorian 2019)
Hospitality sector, especially after the Pandemic, is expected to operate in such a way in order to maintain and as well to exceed the high quality standards which the costumers expect to get. In such a competitive marketplace, it is vital for each hotel to do it’s best in order to have and to keep satisfied costumers who can become loyal clients in the future. (Epsilon 2023)
In order for Melia International Varadero to meet the highest standards of it’s costumers, upon investigation, in the Analysis part of the report, with the help of SWOT and PESTLE analysis, a few areas have been identified to be analysed and get recommendations for :
· Repetitive complaints regarding high-cost of products and services
· Limited food options offered
· Ant-infested of the hotel rooms
· Online reputation because of the negative reviews which can be drastically affected in the future
Online reviews are becoming crucial for every costumer when they have to make certain decisions regarding future purchases. Most of the costumers would consider other people’s honest opinion about a product or service, and if something is not ranked according to their standards, costumers can get more than just a honest opinion regarding the same subject. The only thing which can change every costumer’s perception regarding a negative experience , is the way that the company will response to their concern. (Pocklington 2020)
One of the main concerns found in costumer’s perception of Melia International Varadero is represented by the idea that the hotel is overrated and it should not be ranked as being a 5 star hotel.
Tourism is generating foreign exchange which is bringing a major contribution into the development of each country by generating a strong workforce and gaining economic independence. Tourists will always chose the hotels which will provide the best amenities. In order to do so, country’s government has to be really involved in helping the hospitality sector to develop and face all the challenges that might come. Cuba is associated with a travel back in time, “a cash only economy” which is controlled by the government. Because of that the government is ranking the hotels according to the country’s standard of living. (Costa 2016) (Turning Point USA)
Cuba is still facing high prices of products, lines and shortages in all the sectors. Communism is forcing the population to live in this crisis and people are not able to afford basic necessities. That is the main reason why the hospitality sector is suffering, because no hotel owner would like to leave a negative impression to a guest. (DW Documentary)
In order to help Melia International Varadero to face these threats, Success Express will suggest some measures in order to help the hotel to improve it’s standards. 
The hotel will implement Personalised Guest Experiences. The guests need to feel really welcomed and appreciated by all the staff members. In order to do so, the staff will need to implement simple habits such as:
· Guest profile – personal interactions will improve the overall experience the costumers are experiencing, to collect and store all the information in order to offer a pleasant stay
· Welcome gifts - hotel will provide small gifts such as a welcoming fruit bowl ,local sweets or a piece of cake and a glass of champagne in order to help the costumers to have a good start of their holiday. The hotel will also provide a hand-written welcome note 
· Providing personal attention to costumer’s needs – to create an unforgettable experience in order to increase their satisfaction and as well to get a positive feedback in the end
(Raval 2019)
Cuba is facing severe shortages of basic needs and this includes food and drinking options which the costumers are experiencing through their holiday. Most of the food options that were once common on restaurants, such as pork meat, are now very difficult to afford. The government is blaming the lack of fuel which the country is experiencing as well. (Colome 2023) 
Most of the hotels which can be met in the private sector are blaming the government for not being able to create a better supply of food in the restaurants. While hotel and restaurants owner are finding difficulties in this supplying process, Cuban’s population has to survive with ratio books which allow them to get basic food like rice, beans and sugar, but not fresh food options. (Ahmed 2016)
Melia International Varadero will enhance the food quality of the hotel by implementing several concepts which will be very beneficial for the costumers : 
· Menu Development : the hotel will introduce healthy alternatives in order to satisfy different types of costumers
· Different concepts of serving the food : hotel will introduce food trucks, will offer catering service and also room service 24/7
· Themed evenings : hotel will create culinary experiences every evening to create memorable experiences for it’s costumers
(Nicholls 2021)   (Kester 2020)   (Diffly 2021)
Hospitality industry is on the top of the list when referring to pest control protocol within the hotels. Guests are coming everyday and hotel staff is serving food all day long, sometimes even in the night time, and in this way pests may associate hotel with the best accommodation they’ll get to live. If a hotel is experiencing this kind of problem associated with pests within it’s rooms or all the other areas, it will be a real threat for the whole company. Once the business will gain a bad reputation because of the pests, would be a real challenge to gain back costumer’s confidence in the future. This concern is closely related with “health and safety codes” and because of that hotels may get substancial fines or in the worst case scenario hotels can even get closed. (General Advice 2020)
In every hotel, the most critical department which help costumers to make a negative impression about their experience is represented by the housekeeping department. It is vital for each hotel to provide the best training practices for the housekeeping department which will help them to recognize possible problems. Certain rules should be introduced by the management of the hotel in order for it to function normally and the employees should also be aware of the importance of “pest control procedures” which have to be implemented and taken into consideration. (Niharica 2023)
The first recommendation which Success Express is providing for Melia International Varadero would be :
· to hire a “Pest Control Professional” who will be a trained person. The job for this person  would be to find the best solutions regarding with prevention or extermination of “uninvited guests” who may cause a lot of concerns through the hotel and the brand image as well. The hotel should be really informed about it’s problems in order to find a good person who can provide the best services. (Pelchen 2023)
· Maintain cleanliness – the hotel need to make sure the best cleaning will be provided for all the guests. The housekeeping department need to wipe down all the areas regularly in order to get rid of all the crumbs and spills which may contribute to ants appearance through the hotel
· Food storage – housekeeping and also the staff of Melia International Varadero should seal  store the food properly all the time in order to prevent future issues
· Seal entry points – staff should take care of the walls, floors or windows which may not be in the best condition and if they find certain cracks along the way they should act as soon as possible
· Natural deterrents – the last thing housekeeping team needs to take care of would be to use natural ingredients when cleaning the rooms and all the surfaces within the hotel. This will stop ants from coming again in the hotel. (Waterworth , Tynan 2023)
Online reviews are becoming more and more important in every costumer’s decision when it comes to purchase a travel service which can be a hotel room or every other alternative regarding hotel amenities, trips or activities within the hotel. The growth of online reviews websites where people can share their honest opinion is wide-spread all around the world. Nowadays, people are searching for everything they want or can be a part of their interest, on the internet. Business owners need to understand that they need to invest a lot of vital resources such as time, money and effort in order to help their business to grow. In this way, every company should be aware of the importance of online reputation and how beneficial a proper management would bring a positive effects through the business. (Gilden 2017)
Negative reviews have the power to impact how a future costumer will rank and position the hotel and will also influence their perception of the hotel. Online websites where costumers can find reviews are essential and will have an enormous contribution in costumer’s decision of a future purchase.   (Dooley 2021)
Hotel owners should see the negative reviews as a challenge which will help them to improve certain services . Most of the hotels are afraid to get negative reviews about costumer’s experience, but these reviews can also help the management team to know where they need to focus their attention. (Mala 2022)
From a total of 8.549 reviews from TripAdvisor, 758 are classified as being Poor and Terrible. Melia International Varadero has to be aware of the fact that negative reviews are unavoidable and every business is experiencing this concern at some point. The hotel needs to improve it’s current marketing strategy and inform the staff about these costumer’s concerns. (TripAdvisor Reviews)
In order to do so, Success Express has found the best solutions which will help Melia International Varadero to have a clearer understanding of the feedback provided by the costumers, which will determine the areas of the hotel which needs improvement:
· Building trust with costumers – costumers are aware of the fact that each hotel will have negative feedbacks. Hotel management has to make sure that they take into consideration all the feedbacks and in this way they provide “brand’s transparency” which will support the positive reputation of the hotel
· Promote Costumer Engagement – Hotel needs to show it’s support in replying to all the negative feedbacks and as well to make sure it will give the best solutions for all the costumers regarding their experience
· Identify Issues – Management team has to ensure better strategies in order to implement the best costumer experience. Costumers need to feel heard and in this way the business will develop in the best way
(Atchinson 2021) 



















Action Plan

	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1.
	High-cost of products and services
	Personalised Guest Experience – The hotel needs to provide unique services which would be tailored to each of it’s guests
	Build Guest Profile – in order to collect and store all the informations about the guests
Tailored Packages – contact local activities providers to offer memorable experiences
Welcome Gifts – hand-written welcome note and a bowl of fruits, local sweets or a piece of cake and a glass of champagne, depending of each costumer’s needs
Providie personal attention to costumer’s needs
 
	2 months
	20th November 2023
	10.000

	2.
	Limited food options
	Because of the extreme food shortage, hotels need to find the best ways to use the existent ingredients in order to provide various food options for all type of travellers. This may include vegetarian option, or healthier recipes
	Menu Development – introducing healthy alternatives
Introducing food trucks, catering service and room service 24/7
Themed Evenings – to offer food diversity options
	3 months
	20th November 2023
	15.000

	3.
	Ant-infested of the hotel rooms
	Hotel needs to provide the best training practices for the housekeeping department which will help them to recognize possible problems.
To hire a “Pest Control Professsional”
	Maintain cleanliness – housekeeping department needs to make sure they offer the best services by using natural ingredients. They need to seal the entry points and also to make sure food will be storaged accordingly
	2 months
	20th November 2023
	5.000

	4.
	Online Reputation
	The hotel needs to be aware that it has to invest in proper management, who would bring positive effects through the business
	Building Trust – taking all the reviews into consideration
Promote Costumer’s Engagement – hotels need to show it’s support and to find the best solutions for costumer’s concerns
Identify Issues – hotel needs to implement better strategies in order to offer the best costumer’s experience
	3 months
	20th November 2023
	10.000




To conclude, one very important aspect that each company has to achieve in order to be successful would be to meet and exceed all it’s costumers expectations, especially when the brand is represented by a 5 star hotel like Melia International Varadero. The most important detail the brand has to offer to the costumers is represented by the quality of services which will also determine the hotel image and reputation as well.
After a detailed analyse of the main concerns which the hotel is facing regarding the negative complains from costumers on designated travel websites, the most suitable recommendations have been provided. The way Melia International Varadero will implement these recommendations and will adapt to a better environment, would be the main factor which will contribute to general success.
The consultancy report’s goal for Melia International Varadero was to analyse the significance of the issues considering theoretical background of the hotel as well. 
Success Express found the main concerns of Melia International Varadero to be associated with the high-cost of products and services, limited food options which were delivered, ant-infested hotel-rooms, online reputation because of the negative reviews found on designated travel websites which may also affect how the hotel will be seen in the future.
In order to face this concern, the hotel will implement Personalised Guest Experience which has the main goal to make the costumers to feel really welcomed and appreciated by all the staff members. Suggestions such as creating a guest profile, providing welcoming gifts and personal attention to costumer’s needs would really make a difference in the future.
Hotel’s food sector will implement a series of concepts which will try to satisfy all the costumers. Healthy food alternatives , food trucks, catering, room service or themed evenings would be provided by the hotel in the future.
The hotel will also provide the best training practices for it’s housekeeping department who will need to be aware of how to maintain the best standards of cleanliness, how to storage the food , how to seal entry points and as well to be encouraged to use natural deterrents. 
In order for the hotel to improve it’s online reputation, it has to build a trust relationship with it’s costumers and to take all reviews into consideration, to show it’s support in finding the best solutions regarding costumers’ concerns and as well to implement better strategies which will offer the best costumer experience.
Finally, Success Express would like to thank Ivan Rodriguez, General Manager of Melia International Varadero for this opportunity to collaborate with the hotel in order to find the best solutions which will help the company to improve it’s costumer experience in the best possible way.
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