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Executive summary
The famous Beachfront Resort Hotel del Coronado is a historic building in California that gives good service to its customers. However, there are many problems it is facing. This high-end hotel has been around since 1888 and is known for its beautiful Victorian building, stunning views of the coast, and top-notch service (Sacks, 2023). It has been a famous place for celebrities, tourists, and big events ever since it opened. On the other hand, recent comments from guests show that the level of service has been getting worse. Guests have said that the staff are slow to respond, the rooms are dirty, and their experiences are not always consistent. These problems put the hotel's image at risk. If a hotel wants to stay in business, it needs to make sure that its guests are happy. Today's travelers mostly use online reviews and social media to know more about their trips, so poor comments can quickly damage a hotel's reputation. The Hotel del Coronado needs to fix these problems right away if it wants to keep being a top hotel location. This is because it has a lot of competition including Airbnb and other high-end hotels. 
The hotel has asked Elevate Consulting Group, a company that improves hotel performance and the general customer experience, to find the main reasons why customer satisfaction is going down at the Hotel del Coronado. This study will use methods like PESTEL (Political, Economic, Social, Technological, Environmental, and Legal), SWOT (Strengths, Weaknesses, Opportunities, and Threats) analysis to give a full picture of the hotel's problems from inside and outside and TWOS analysis. It will also have recommendations on how to keep guests happy and make sure the hotel does well in the long run.  Since the pandemic, many hotels, including the Hotel del Coronado, have had trouble finding enough workers. Service problems have happened because employees are stressed and do not get enough training, which makes the overall experience worse for guests. There are more bad reviews of the hotel online now than there were before. These scores affect how many people book rooms at the hotel since many people decide where to stay based on reviews they read online. Sales have dropped by 15% in the past year because of unhappy customers and a bad reputation (Says, 2024). This drop is because fewer guests are coming back. Many of the new technologies that its competitors have fully implemented, like mobile check-ins, smart hotel features, and customer service driven by AI, Hotel del Coronado has not yet fully implemented. To solve these problems, we suggest a well-structured plan that includes better training for employees, the use of new technologies, the start of sustainable programs, and regular reviews of their work. To make sure they can meet all of the needs of their guests, the hotel should pay for thorough customer service training programs for all of its staff. The level of service will be more consistent, there will be fewer complaints, and guests will be happy overall. Regular training and role-playing sessions are a good way to keep workers motivated and up to speed on the best ways to do things. Mobile service apps and cashless check-ins are two examples of new technologies that can help speed up operations and make the whole experience better for guests. You can hire tech-savvy people, cut down on wait times, and offer more personalised services. The staff should be shown how to use these tools effectively so that the change goes smoothly. The hotel could help the environment in many ways, such as by using less single-use plastic, buying organic food grown nearby, and encouraging practices that use less energy. The hotel will become known as a leader in eco-friendly luxury if it can meet green standards like LEED. This will appeal to more than just people who care about the environment. The hotel can keep an eye on both what guests say and how well workers do their jobs by setting up a system that lets them do performance reviews regularly. With this data-driven approach, management will be able to find trouble spots more quickly and make the changes that are needed to keep service quality high all the time. 
It is expected that putting these plans into action will cost $102,000 at first, and then another $20,000. This is because it costs $20,000 to train staff, update technology, and put green plans into action. Even though the costs are high, the possible return on investment is much higher, as seen in happy tourists, higher occupancy rates, and a stronger brand image. 
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Introduction
The significant issue of lower customer satisfaction at the historic and luxurious Beachfront Resort Hotel del Coronado in Coronado, California, is addressed in this report. Originally built in 1888, the Hotel del Coronado is a National Historic Landmark distinguished by its classic Victorian architecture (Dillon, 2024). Built on the breathtaking Pacific Ocean, the hotel features 757 classily designed guest rooms with several great dining options, a full-service spa, and large event spaces. It therefore offers a unique mix of rich legacy and modern luxury. For leisure visitors, celebrities, and big events, the hotel's attractive surroundings and first-rate amenities attract them (Marshall and Magno, 2023). Recent visitor comments, however, point to a concerning drop in consumer satisfaction based on complaints of uneven treatment, delayed staff responsiveness, and dirty rooms. In a very competitive hotel industry, this downturn seriously jeopardises not only the hotel's standing but also its long-term survival.
Since guest experiences mostly define a hotel's performance, the hotel business is naturally service-oriented. Other luxury hotels and alternative lodging like vacation rentals have become more and more competitive for the Hotel del Coronado in past years. The need for consistent, excellent customer service gets even more evident when consumer expectations change. Today's guests are more outspoken about their experiences and depend more on social media and internet reviews to offer comments. Any unfavourable encounter can thus rapidly damage the hotel's reputation and affect its market position (Chen, Law and Yan, 2022). Given these difficulties, the management of the hotel understands the immediate necessity to solve the fundamental problems influencing customer satisfaction and apply plans meant to improve the guest experience. Elevate Consulting Group is a specialist consulting firm focused on enhancing hotel operational performance and customer experience. Experienced consultants in hotel management, customer service training, and strategic consulting make up our team. We take great satisfaction in our capacity to provide tailored solutions fit for our customers. Our goal is to work with hotels and resorts to find issues, leverage their assets and create workable plans based on which result in long-term sustainability.
In this report, we will evaluate the current problem using several theoretical frameworks. The assessment of external factors that may affect the operation of the Hotel del Coronado will be largely based on the PESTEL framework. The model examines six main areas; political, economic, social, technological, environmental, legal and political (Nguyen, Thuc and Nguyen, 2024). For example, the impact of the COVID-19 outbreak has changed consumer behaviour and expectations, requiring changes in healthcare legislation and the way services are delivered (Hopkins and Potcovaru, 2021). To successfully navigate the current look of the hotel, these external influences must be recognised. A SWOT analysis will help us figure out what the hotel's strengths and flaws are on the inside, as well as what opportunities and threats it faces on the outside. We look at what the hotel does well and what it could do better. The hotel is strong because of its historical value, its creativity in its work, and its well-known name (Darrwazeh, 2012). Some of its problems are new service issues and possible performance issues. Two possible barriers are the competition for small and big groups of mobile customers. On the other hand, opportunities can be digital marketing tactics that get more people to visit and stay. A TOWS analysis will be made once the SWOT study is done (Kulshrestha and Puri, 2017). You can use it to make plans and get ideas for how to use the new information you gather. We are going to make recommendations that will help us provide better customer service and make more hotel guests satiesfied. Hotel del Coronado can not only deal with the problems it is currently facing, but it can also set itself up for long-term success in a market that is always changing if it follows this plan. So, the main point of this report is to help Hotel del Coronado understand why customer happiness is going down and give them specific suggestions on how to make things better. 
Analysis
The ancient luxury California resort Hotel Del Coronado is currently experiencing numerous issues that make it difficult for businesses and guests to enjoy their stay (Darrwazeh, 2012). Some of the more serious issues are lower consumer satisfaction, damage to the company's reputation, declining sales, and employees’ issues. This section analyses each issue in detail, including its causes and how it will affect the hotel. 
Customers are no longer as interested in Hotel del Coronado as they were before, which is likely the most serious issue facing the company (Chibili, 2019). Many recent customer feedbacks show a pattern of dissatisfaction with their experiences, which should be addressed immediately. According to a survey conducted by (Candra and Mahaputra,  2023), hotels that received poor ratings for customer satisfaction had a direct correlation with lower occupancy rates. These hotels experienced an average decline of 10–15% in comparison to their competitors who received higher ratings (Yang et al. 2022). In addition to having an immediate impact on income, this decline also has the potential to undermine the hotel's brand equity over time. 
Causes
Guests' feedback indicates that there is a wide range of service levels. An issue that is frequently brought up is instances in which members of the staff appear unresponsive during times of high demand. For example, a review that was published not too long ago stated, "The hotel is amazing, but its customer service did not come up to level with what I was anticipating from an expensive resort " (Tripadvisor, 2020).
Issues Regarding Staffing: The hospitality industry has been experiencing acute personnel shortages due to the repercussions of the pandemic. There is no exception to this at the Hotel del Coronado; as a result, staff workers are overworked, and there are gaps in service. 
Deficiencies in Training: It would appear that there are gaps in the staff's continual training programs, particularly about the best practices for providing customer service. It is emphasised by the American Hotel and Lodging Educational Institute (AHLEI) that effective training has the potential to increase visitor satisfaction by as much as 20% (Connatser, 2021). The hotel's reputation is negatively impacted, which is another significant worry that arises as a consequence of the declining level of customer satisfaction. 79% of buyers depend on negative internet reviews as much as they do on personal recommendations, according to a poll conducted by BrightLocal 2023 (Paget, 2023). This indicates that negative online reviews have a major influence. Due to the growing scrutiny of social media platforms, any negative experience can soon become public knowledge, which can then turn into compromising the possibility of bookings. 
Impact
Unfavourable Online Reviews: On websites such as TripAdvisor and Google, the hotel has noticed an increase in unfavourable reviews. About 30% of recent evaluations, according to a review analysis done in 2023, gave the hotel 3 stars or below mostly due to service and cleaning problems (Yaşar and Öztürk, 2023). Many visitors have voiced annoyance at the hotel's delayed complaint response. 
Revenue Decline: Declining customer satisfaction and damage to reputation taken together have resulted in lower income. Said to have dropped by 15% over the past year, occupancy rates directly impact the hotel's profitability. The American Hotel and Lodging Association (AHLA) claims that hotels that neglect customer satisfaction concerns find occupancy rates decline dramatically, thereby perhaps losing hundreds of millions of dollars yearly (Vouk, 2022).
Reduced Repeat Business: Satisfied guests are more likely to come back; so, repeat business has suffered as satisfaction drops. Repeat guests are 67% more likely than first-time visitors to spend more during their stay, according to a Cornell University School of Hotel Administration study (Rather, Hollebeek and Rasoolimanesh, 2022). Rising alternative lodging companies like Airbnb seriously challenge established hotels. Now that luxury visitors have so many choices, the Hotel del Coronado must stand out with first-rate service.
PESTLE
	Factor
	Description

	Political
	Local and national political environment greatly affects the hospitality sector. The Hotel del Coronado has to negotiate municipal rules about health and safety measures applied both during and following the COVID-19 epidemic (Źróbek-Różańska, 2022). Changes in government incentives and travel policies can also affect visitor count. Although political stability in California usually promotes a good travel environment, any changes in laws, such as taxes or labour rules, could provide new operating difficulties for the hotel (Huang et al. 2020). Strategic planning depends on a constant awareness of these political aspects.

	Economic
	Particularly in the luxury travel industry, consumer buying behaviour is directly influenced by the economic situation. Different economic recovery following the epidemic affects disposable income levels for possible visitors. Travel expenses and hotel operations can be affected by economic variables such as inflation, growing fuel prices, and changing exchange values (Khan et al. 2020). Since luxury hotels are usually the first to suffer in recessionary times, the hotel has to modify its value propositions and pricing policies to draw guests in less-than-ideal economic circumstances. Knowing these economic numbers will enable the hotel to predict market developments and make necessary changes.

	Social
	The hotel sector is highly influenced by social developments. Personalised and unique experiences are in great demand by consumers, and guests are looking for customised services that fit their tastes more and more (Tomczyk et al. 2022). In addition, the increase in social media highlights the significance of customer experiences, as customers are now able to share their opinions on the internet. In addition, environmental and social consciousness has become centre stage; visitors are more likely to choose hotels that have policies that are beneficial to the environment from a sustainability standpoint. 


	Technological
	The use of technology in the hospitality business presents several opportunities as well as many challenges. The use of smartphone check-ins, customer service that is powered by artificial intelligence, and smart room amenities are all examples of innovations that improve the experience of visitors and simplify the processes involved (Khan, 2024). On the other hand, because hotels rely on technology, the cost of employee training to ensure that all employees are proficient in new systems can be a significant financial investment. It is important to embrace these technological advances to improve overall visitor satisfaction and performance.

	Environmental
	In today's world, prospective visitors actively seek accommodation that prioritises environmental policy, energy efficient policies, sustainable sources and local procurement (Papallou, Katafygiotou and Dimopoulos, 2024). Hotel del Coronado’s marketing  strategies include environmentally friendly projects and then provide support for those initiatives. By implementing a strong environmental policy, the hotel can enhance its brand image and attract more eco-conscious customers.

	Legal
	It is of high importance that continuous attention be paid to the complex legal environment that governs the hotel industry. Hotel del Coronado cannot operate properly without complying with proper labour regulations, health regulations and safety standards. Following the epidemic, new health regulations were implemented, and they required hotels to maintain high standards of cleanliness and sanitation (Rawal et al. 2020). Not adhering to these legal requirements may result in financial penalties, legal action, and damage to one's reputation. To minimise risk, it is also necessary to be aware of the contractual responsibilities and questions about responsibility for guest services. Training employees on ethical standards and legal compliance regularly is essential to preserving the hotel's operational integrity and protecting the hotel's interests within the industry.



By conducting this PESTEL analysis, the various external factors that have an impact on the Hotel del Coronado are brought to light. When the hotel has a thorough understanding of the political, economic, social, technological, environmental, and legal surroundings, it can devise strategic solutions to the challenges it faces. Taking preventative measures to address these aspects would not only help the hotel decrease risks, but it will also put it in a position to take advantage of new opportunities in the hospitality industry, which is always evolving.





SWOT
		SWOT Factor



	



		



	Description




	Strengths
	The National Historic Landmark is a lucrative location for visitors seeking a unique and rich experience and the Hotel del Coronado offers a famous history (Houran et al. 2020). 
Located on stunning beaches in Coronado, California, the hotel offers guests just beautiful ocean views and convenience to surrounding activities. 
The hotel caters to a wide range of guest preferences, including a full-service spa, fine-dining restaurants and spacious meeting spaces. 
The hotel's status as a renowned luxury resort has created a powerful brand that attracts domestic and international customers. 
Because the long-term financial stability of a hotel is highly dependent on customer loyalty, the facility offers a loyalty program that encourages repeat business and also works to increase this loyalty (Shin et al. 2020).

	Weaknesses
	A few recent comments suggest a different nature of service; While some customers reported a positive experience, others encountered issues such as delayed services or unresponsive staff. 
To ensure continued service delivery, any gaps in staff training, especially those in high demand, must be addressed (Ashraf et al. 2020). 
 Negative Reviews Found Online: The hotel's reputation would likely suffer as a result of an increase in the number of negative reviews posted on different websites, such as TripAdvisor. 
There is a possibility that the premium nature of the hotel will result in increased operating expenses, which may have an impact on profit margins, particularly in situations where occupancy rates are decreasing (Ugurlu, Akay and Demirel, 2022). 


	Opportunities
	Growing Demand for Luxury Travel: Luxury travel has been revived following the pandemic, thus the hotel has a chance to profit from this trend by improving guest offers and marketing plans (Bagheri and Abdi, 2021).
Emphasising sustainability will help the hotel to implement environmentally friendly policies and market them as a differentiator from other hotels by raising customer knowledge of it.
Adopting new technology including contactless services and improved online booking systems can help to boost passenger experiences and operational effectiveness (Shiwakoti et al. 2022).
Working with nearby companies for events and activities improves the guest experience and draws a larger customer base.

	Threats
	Strong Competition: The emergence of Airbnb and new luxury hotel projects as well as other lodging options creates major rivalry, especially in attracting the same kind of high-end tourists (Kashanizadeh, Khanagha and Volberda, 2023).
Economic Uncertainty: Travel budgets may be affected by changes in the state of the economy, therefore luxury stays lose appeal to some consumers in lean times.
Customers' tastes are always changing, so the hotel has to keep updating its goods to meet the needs of guests who want more unique experiences (Bardukova, 2023). 
If there are new rules about business or health and safety, they could make things harder for the hotel and cost more to run. 




The SWOT analysis reveals that Hotel del Coronado offers several strengths. These include its lasting demand, advantageous location, and well-known brand. But if general guest happiness is to be increased, issues like uneven service and unfavourable online reviews need to be addressed. The hotel can capitalise on the potential given by high-quality, sustainable travel and establish successful plans while also analysing financial and competitive data.

TWOS
	TOWS Factor
	Strategic Actions

	Strengths/Opportunities (SO)
	Use information about the brand's history in the marketing. The well-known historical importance of the Hotel del Coronado should be the first thing that is used to sell it (Bonura, 2020). People who stay at the hotel can make posts that highlight its unique past. These ads might talk about unique events, honour accomplishments, or show interesting building features. Some high-end customers looking for real experiences may be drawn to the hotel by telling interesting stories about its history and the famous people who have stayed there in the past. 
Making things that fit in with their surroundings is important. The hotel may be able to take advantage of people's growing interest in sustainability by doing things that are good for the environment, like providing green services like refillable water bottles and eco-friendly products and serving local, organic food in its restaurants (Dani, Juyal and Rawal, 2021). Supporting these steps will help the hotel stand out from others and become a leader in eco-friendly high-end lodging by bringing guests who care about the environment. 
The hotel might decide to modify its incentive system such that visitors who have stayed there before receive more customised and unusual benefits (Bardukova, 2023). This might provide every guest with a different experience, such as private tours of the hotel's historic sections or access to events closed off to everyone. The hotel might be able to establish closer ties with its frequent visitors and have them return more often by differentiating itself and being well-known. 

	Strengths/Threats (ST)
	Compared to other larger hotels and Airbnb, the historic nature of the facility, as well as the quality of products and customised service profiles, helps in the competition by emphasising that multiple packages provide exclusivity and first-class service standards offered by the hotel. 
Putting the company through the process of creating a successful brand strategy that emphasises quality will help lower the cases of discriminating visitors (Lalaounis, 2020). 
Implement active reputation management. Reputation management is essential in this age when everything is digital. The hotel will have a full-time online and social media review staff. This will ensure that positive and negative comments will get attention quickly. Not only does this help reduce the chances of the hotel’s reputation being damaged, but it also shows potential clients that the organisation is committed to continuous improvement and values ​​guest feedback. 
Through a continuous financial indicator analysis process the hotel will be able to monitor changes in customer spending patterns and change pricing strategies in line with these developments (Bondarenko et al. 2020). This will help the hotel provide better services for its guests. For example, during a recession, specials or packages may be offered to attract customers who are concerned about their financial situation. This would be done without risking the hotel’s status. 

	Weaknesses/Opportunities (WO)
	More training programs need to be developed for employees. The right customer service-focused training program can make a big difference in how tourists feel about their experience (Gunpath, 2022). Just as current employees know how to adhere to the hotel’s service standards and provide quality services, the hotel must pay for initial training for new employees and ongoing training for existing interns. With the help of role-playing games and feedback from guest input, the company can create a responsive training program that encourages continuous improvement and continuous quality service. 
Using modern technology solutions can improve efficiency and make things easier for guests (Pillai et al. 2021). Mobile check-in and check-out, virtual custodian services and personalised guest applications are some of these options. These developments can improve their stay, and meet the growing demand for high-tech services by young tourists. A key to the effectiveness of these tools is ensuring that employees know how to use them properly. 
Building relationships with the community together, companies such as other restaurants, travel agencies, and service providers can work with the hotel to provide guests with experiences that would not be possible in the hotel itself (Jiang, Law and Li, 2020). By combining special offers, you can offer more guests including things like dining out or excursions. This will bring in more tourists, which is good for local businesses. In a competitive market, a hotel can also stand out by advertising these partnerships. 


	Weaknesses/Threats (WT)
	Business flexibility depends on developing strong crisis management plans that can deal with things like potential regulatory changes and economic downturns (Settembre-Blundo et al. 2021). Essentially, this means developing a funding mechanism to maintain stability in emergencies and also putting mechanisms in place to quickly deal with changes in health and safety legislation. By frequently reviewing and adapting these strategies, a hotel can minimise as many problems as possible and better prepare for planned problems. 
Set regular questionnaires for customers to give you feedback: By collecting information in a consistent and meaningful way, the hotel can identify service problems early, and fix them before they damage the image of the company. Post-stay surveys can ask about many factors, such as general comfort, cleanliness and service quality, to name a few. Using data analytics can ensure that the hotel is meeting guests' needs and always acts and directs desired change (Shamim et al. 2021.).
A comprehensive cost planning system can look at how things are done more efficiently and look for areas where more savings can be made in terms of operations by reducing service levels. This could mean renegotiating better costs with suppliers, streamlining the hiring process, or using energy-efficient technologies to reduce infrastructure costs Especially in a highly competitive environment it is very important that employees are trained with a cost-conscious mindset and ensure that everyone is on the same page.



The SWOT analysis results are being turned into a plan that can be carried out with the help of the TOWS analysis being done for the Hotel del Coronado. There are lots of things a hotel can do to get ahead in the market for high-end hotels. Some of these are finding its flaws, taking advantage of the opportunities, and lowering the risks (Arif et al. 2024). These changes are meant to make things run more smoothly and make people happier. They will also help an area that is often open to change, stay strong and grow over time. Based on this approach, the hotel will work on a planned project in the future. This will make sure it stays a high-end item for people who want a one-of-a-kind experience.
Recommendations for the Hotel del Coronado
The report suggested various long-term solutions to Hotel del Coronado issues. 
1. Enhance Staff Training Programs
Customer service training courses should be well conducted to ensure top-quality performance of every employee (Saffar and Obeidat, 2020). 
Implementation: The hotel can work with hospitality training professionals to develop customised training programs that focus on core competencies, resulting in effective training modules. Hotel facilities and services, conflict resolution and known best customer service practices are key topics. The quarterly courses will help employees learn about new processes and offerings, thereby strengthening their skills. 
Change Management: Effective change management relies on clearly communicating the benefits of training to all staff in terms of improving visitor experience and performance (Shulga, 2021). Employees should be allowed to provide feedback during training sessions to promote ownership and participation in the hotel.
Measuring success: You will be able to determine the effectiveness of the training programs by combining the results of guest satisfaction surveys, which will reveal information on the quality of service, with the results of internal assessments, which will track the enhancement of staff skills over time. In addition, it will be essential to maintain a close check on key performance indicators (KPIs) for the interactions with visitors (Wang et al. 2020). 
Benefits: Employee training can boost visitor happiness, retention, and morale. Employees may give guests outstanding experiences when properly trained, which increases favourable word-of-mouth referrals and repeat visits. 
Cost: Initial training development will cost $20,000 to create content and employ outside trainers. $5,000 annually for refresher courses and updates in continuing training.
2. Implement Technology Solutions
Current technologies such as mobile service apps and contactless check-in/check-out should improve visitor experience and streamline operations (Arapou and Kapiki, 2023).
Implementation: The hotel should find reliable hotel technology vendors to provide these services. Initial implementation may begin with systematic testing and feedback before large-scale implementation. Training staff on this new technology will ensure they can assist guests and use the system.
Change Management: Management should be involved in vendor selection and implementation within the hotel to help them adopt new technologies (Han et al. 2021). This participation will reduce resistance to change and increase purchases. Slow lines allow employees to operate at suitable volumes, reducing day-to-day operational disruption.
Measuring success: With feedback from visitors, especially about their technology experiences, system implementation audits can track effective technology implementation. The hotel can identify areas of growth with data point analysis.
Benefits: Cutting-edge technology can improve guest convenience, operational efficiency and waiting times, and enhance the guest experience (Avula and Sithole, 2024). Technology also makes the hotel look forward-looking and will attract tech-savvy guests.
Cost: Initial installation and software licensing costs $50,000 to purchase the technology.
Staff training costs $5,000.
3. Develop Sustainability Initiatives
Promote eco-friendly practices to attract customers who share your values and boost the hotel's reputation. 
Implementation: Green certifications like LEED will demonstrate the hotel's commitment to sustainability and boost its brand (Chi et al. 2022). Cutting single-use plastics, obtaining local, organic food for the hotel's dining rooms, and implementing energy-efficient technologies across the property may be important tasks. These projects should be advertised to get people to come back again and again. 
Change management: For sustainability measures to be successful, people in the workforce need to be involved. To do this, workshops can be held to teach employees about being environmentally responsible and give them tools. Employees who suggest new ways to do things that are also good for the world should be rewarded. 
Measuring success: To figure out how sustainable the hotel is, asking guests if they understand and like the eco-friendly rules could be helpful. Keeping an eye on things like less waste, less energy use and participation in green programs can help figure out how well these efforts are working. 
Benefits: Focusing on sustainability may bring in people who care about the environment, which could increase occupancy and brand loyalty. A strong sustainability image also sets the hotel apart in a crowded market and shows that it is a leader in both environmentally friendly and high-class hospitality. 
Cost: It costs $30,000 to add appliances that use less energy and toiletries that are better for the environment. 
It takes $10,000 a year to get green certification and market your business. 
4. Establish Regular Performance Reviews
To make sure they provide excellent service and keep getting better, Hotel del Coronado needs to do a strategic study of how all of their departments and sectors are doing (Legrand, Chen and Laeis, 2022). All of the organisation's efforts to improve sustainability, accountability, and transparency are based on this extensive study program. 
Implementation: The hotel should conduct a performance review every quarter with qualitative and quantitative data. Throughout this analysis, in addition to many important performance indicators, employee productivity, visitor interest, and environmental and technical project success will be included. The hotel carefully collects data and evaluates feedback through surveys, interviews, and focus groups. This gives you a complete picture of the hotel’s strengths and weaknesses, including staff and guest issues. 
Change management: Regular reviews will help to understand the hotel’s operating conditions and areas for improvement (Luo et al. 2021). When research shows that visitors are consistently dissatisfied with a service, the hotel prioritises training or change. Qualitative data should be added to quantitative figures to provide a complete context and help appreciate the interesting dynamics of hotel figures. 
Measure success: Key performance indicators (KPIs) including occupancy rates, guest satisfaction, employee engagement and efficiency should be used to evaluate hotel growth and efficiency. Factors and patterns will emerge from the ongoing study of this data, guiding the management team to make educated strategic decisions and timely adjustments (Fuertes et al. 2020). For example, if a hotel experiences seasonal drops in guest satisfaction, it can study the causes and implement targeted solutions.
Additionally, the Hotel del Coronado will be able to respond more aggressively to operational challenges and complaints from guests if it carries out performance reviews regularly. Not only does this proactive strategy better the quality of the services that are provided, but it also helps the company become more flexible so it can respond to changing customer tastes and market trends (Giacosa, Culasso, and Crocco, 2022). That way, the hotel might be able to create an atmosphere where more satisfied guests have better experiences, which leads to better reviews and a higher rate of new customers. 
It is very important to create a culture that supports constant improvement. Hotel del Coronado may be able to boost staff happiness, give them a sense of purpose, and help them grow by giving them regular performance reviews. When employees feel like they are valued and heard, they are more likely to join, which makes the experience great for both guests and employees (Pine II, 2020). In the end, this mindset of constant improvement can bring in revenue. This is because happy guests are more likely to come back and tell their friends about the hotel. 
All things considered, regular performance reviews at the Hotel del Coronado can make a significant difference in the company’s operations. By emphasising open communication, accountability and openness, the hotel can create a strong platform for business research and development. This will help to remain competitive and meet tourist expectations in the ever-changing hotel industry. 
Cost: Estimates put the cost of research equipment and research at $2,000. 
Preparing and managing a research meeting is inexpensive. 

Overall Cost Summary
	Recommendation
	Estimated Costs

	Staff Training Programs
	$20,000 initial + $5,000 annually

	Technology Solutions
	$50,000 initial + $5,000 training

	Sustainability Initiatives
	$30,000 initial + $10,000 annually

	Performance Reviews
	$2,000

	Total Estimated Initial Costs
	$102,000

	Total Ongoing Annual Costs
		



	$20,000






Following these recommendations will enable Hotel del Coronado to better address the current problems, improve its operational efficiency and increase guest satisfaction. Focusing on staff training, technological innovation, sustainability and continuous performance reviews will help create a culture of continuous improvement. Given the potential for higher revenue, better reputation, and greater customer loyalty, the expected costs of these services may seem realistic. Constantly evaluating these developments will keep the hotel adaptable and responsive to the changing market.
Action Plan
	Problem
	Solution
	Desired Outcome
	Time Scale
	Estimated Cost

	Inconsistent staff performance causes visitor complaints.

	Create thorough staff education initiatives. This will entail developing customised training courses with an eye towards customer service excellence that include strong communication skills, problem-solving techniques, and thorough knowledge of hotel facilities and services. Furthermore, included to improve learning results and involvement are interactive seminars and role-playing exercises.

	Better guest satisfaction ratings and enhanced customer service. Equipping employees with the required skills and knowledge will help clients get constant, first-rate service (Ahmad, 2023). This should result in noticeably fewer complaints, better scores of general satisfaction, and more good reviews. Employees will also feel more valued in their roles, therefore promoting a good working environment.

	Three months will allow the design and implementation of training materials incorporating staff feedback to ensure everything is relevant. Refreshers and evaluations help to maintain skills and propose new service strategies depending on guest comments.

	The first outlay is $20,000 for the creation of thorough training materials and an outside trainer fee.
For materials, revisions depending on changing service demands, and continuous training sessions, annual cost: $5,000.


	Lack of modern conveniences for visitors influencing their experience.

	Use mobile service apps and contactless check-in/check-out systems among other technologies. This strategy will improve guest convenience by enabling mobile access to services including room service, janitor help, and billing questions as well as flawless check-in experiences. Using contemporary technologies will help the hotel not only raise visitor happiness but also simplify staff operations.

	Better guest convenience, shorter wait times, and more operational effectiveness. Technology will bring forth a more customised guest experience because visitors may get services to their specific needs, therefore raising general satisfaction (Ravishankar and Christopher, 2020). Higher occupancy rates, repeat business, and positive reviews on travel sites resulting from positive visitor experiences help to strengthen the hotel's reputation.

	Four months for careful vendor select and technology integration will help to guarantee that every system fits current operations.
Six months of complete implementation will help to guarantee that every technology is running as it should and that staff members are sufficiently qualified to help visitors with the new systems.
	Hardware, software, and setup fees for initial technology purchases come to $50,000.
Events involving thorough staff training to introduce the new technology to employees cost $5,000.

	Not enough attention is paid to environmental policies affecting brand reputation.
	Create environmentally friendly habits and work for certifications like LEED. Under this project, present practices will be thoroughly evaluated and modifications including cutting single-use plastics, improving waste management techniques, and procuring locally. Including visitors in environmental initiatives via education and involvement helps the hotel's dedication to sustainable living to be strengthened even further.
	Attract environmentally aware tourists and enhance the company's reputation. Giving sustainability a priority will help the hotel attract an increasing number of environmentally conscious visitors who respect sustainable methods (Abdou, Hassan and El Dief, 2020). Among customers who value environmentally friendly hospitality, this dedication can result in more reservations, more media coverage, and stronger brand loyalty.
	The initial certification process lasts six months and includes performing testing, making necessary adjustments, and receiving certificates from renowned environmental bodies.
Constant marketing initiatives: Showcasing the hotel's dedication to environmentally friendly operations, annual campaigns to support sustainability projects Including social media and getting involved in the neighbourhood
.
	The first payment is $30,000. This covers certifications and improvements to the building, like using eco-friendly products and energy-saving tools.
Constant expenses: $10,000 yearly for marketing campaigns stressing the hotel's environmental policies and preservation of green practices.

	Lack of continuous improvement feedback leads to stagnation in service quality.
	Create feedback loops and schedule performance reviews. This would involve implementing a method to get important information about how well operations are going and how excellent the service is by questioning both staff and guests.

	Data-driven enhancements in operational effectiveness and service quality 
(Tambare et al. 2021). By regularly reading and analysing guest feedback, the hotel can make any changes that are needed right away, creating a culture of continuous growth. This proactive approach will lead to better service, happier visitors, and higher staff happiness because they will feel like their contributions to service are valued and taken into account (Mittler, 2020). 
	You will have two months to come up with and use review methods like how to create and send out surveys. 
Performance reviews every three months let you see how well a project is going and make any changes that are needed based on feedback. 

	A good survey tool that can quickly collect and analyse feedback from visitors and staff costs $2,000. 
Review sessions will make sure that the process stays effective and efficient. 




This detailed action plan will enable the Hotel del Coronado to address issues and make essential adjustments. Each solution tackles immediate challenges while positioning the business for long-term success in a competitive hotel industry. Compliance with these criteria is projected to cost $102,000 at first, with an annual cost of $20,000 thereafter. These investments aim to improve guest satisfaction, operational efficiency, and reputation, while also attracting a varied guest base. 
Conclusion
The study prioritised staff training, technology deployment, infrastructure durability, and long-term response. Each aspect is essential for the hotel business and client happiness. Therefore, a comprehensive staff training program is needed to ensure everyone has the skills and expertise to give exceptional service. Better service can reduce hotel complaints and boost customer satisfaction. Positive word-of-mouth and repeat business will grow. New technologies like mobile service apps and contactless check-in and check-out can speed up operations and make guests' experiences more customised. Technology will make the hotel smarter and more appealing to tech-savvy guests. Many hotel guests wish to make connections. Hotel del Coronado may better satisfy eco-conscious consumers by emphasising sustainability. Green practices and certification may help the hotel build brand awareness, attract eco-conscious visitors, and boost occupancy and loyalty. If it receives regular feedback and reviews, the hotel will keep updated on visitor needs. Better service, staff participation, and accountability will result from this strategy. 
We appreciate Hotel del Coronado's offer to work on this vibrant project. Working with your team and learning about your sites was a pleasure. We believe this article's recommendations will help the hotel succeed. We appreciate your trust in our consulting services. You deserve the best customer service, so we are excited to work with Hotel del Coronado again. We can make Hotel del Coronado the ideal visitor choice by making these key enhancements. 
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