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[bookmark: _Toc135954742]Executive Summary

This report presents a comprehensive analysis of the current operations of Hotel Seaside Heaven, and provides strategic recommendations for improvement. The analysis focused on various aspects, including the hotel's internal and external environment, staff training and development, customer service, facilities, marketing strategies, and financial implications.
Findings indicate that the hotel possesses a favorable location and a positive reputation for hosting weddings and events. However, there are opportunities to enhance guest experiences and overcome existing challenges. The report identified the need for staff training and development to improve customer service, renovating guest rooms to meet modern expectations, adopting sustainable practices, strengthening digital marketing efforts, and upgrading technology infrastructure.
The recommendations put forth in this report aim to address these areas for improvement and leverage the hotel's strengths. By implementing the suggested actions, the hotel can enhance guest satisfaction, attract a wider customer base, improve operational efficiency, and increase revenue.
The action plan outlines specific steps, timelines, and budgets required for each recommendation. Financial assumptions and quotes are properly cited to support the budgeting process. The proposed solutions are aimed at achieving long-term success and ensuring the hotel remains competitive in a dynamic market.
We would like to express our appreciation to the client for their collaboration and the opportunity to contribute to the hotel's growth. Our consultancy services are available for any future support and we look forward to assisting the hotel in implementing the recommendations outlined in this report.
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[bookmark: _Toc135954743]1. INTRODUCTION

[bookmark: _Toc135954744]1.1 Purpose of the Report:
This consultancy report's purpose is to provide Hotel Cliff House with strategic recommendations. The purpose of the study is to address problems and issues that have been identified at the hotel and to recommend methods to enhance its overall performance and competitiveness in the hospitality industry.
[bookmark: _Toc135954745]1.2 Problems/Issues to be Addressed:
Even though the Hotel Cliff House has an excellent reputation and is located in a scenic area, it has issues that must be addressed. There are certain areas that must be enhanced to satisfy the evolving requirements and expectations of visitors. By identifying and resolving these issues, the hotel can improve its efficiency, the satisfaction of its visitors, and, ultimately, its profitability.

[bookmark: _Toc135954746]1.3 Methods Used to Analyze the Problem/Issue:
This report will employ multiple strategy models to conduct a comprehensive analysis of the hotel's situation. The primary methods employed are:

PESTEL analysis focuses on the external factors that have the greatest impact on the hotel's operations. By analysing the Political, Economic, Social, Technological, Environmental, and Legal factors of the hotel, we can determine its potential opportunities and challenges.

The SWOT analysis examines the hotel's internal strengths and weaknesses as well as its external opportunities and threats. This study provides a comprehensive picture of the hotel's current performance and functions as a foundation for making sound plans.

The TOWS analysis develops upon the knowledge gained through the SWOT analysis. It teaches us how to utilise our abilities, correct our faults, take advantage of opportunities, and avoid hazards. Using this method of strategy analysis, we will be able to make recommendations that align with the hotel's objectives and resources.

This report has also used other auditing methods, such as observing how people behave at work, to gain more information. These methodologies will be supported by citations and references, ensuring that our findings are credible and accurate.

By employing these analytic techniques, we aim to provide a comprehensive picture of the hotel's current situation, identify areas for improvement, and offer suggestions that are in line with the hotel's objectives and the market's dynamics. When we combine all of these techniques, we will be able to create a comprehensive consultancy report that will help Hotel Cliff House grow and succeed in the competitive hotel industry.

[bookmark: _Toc135954747]2. SCOPE AND ANALYSIS

[bookmark: _Toc135954748]2.1. Hotel Overview:

Location: The Hotel Cliff House is located in a prime location on the shoreline of Sapphire Bay, with breath taking vistas of the ocean and golden sand beaches. Away from the commotion and turmoil of the city, the hotel is located in a tranquil and picturesque area, providing visitors with a pleasant place to remain.
The Hotel Cliff House offers 39 well-appointed rooms and suites that are designed to make visitors feel at home and indulged. Each room is elegantly appointed with contemporary amenities and a breath-taking view of either the ocean or the surrounding greenery.
Hotel Cliff House's commitment to providing superior service and ensuring client satisfaction. 
The most recent feedback from customers has been uniformly positive. People have had positive things to say about how helpful the staff is, how lovely the environment is, and how professional the services are. The hotel has been praised for the one-of-a-kind and unforgettable experiences it provides for its visitors, which have earned the hotel excellent honours.
Because of its impeccable reputation, the Hotel Cliff House is often chosen to serve as the location for weddings and other significant events. Because of its stunning location and high-end amenities, it is a popular choice among couples who want their wedding to be lovely and for their guests to remember it for the rest of their lives. By paying careful attention to each and every detail, the professional event planners at the hotel create a once-in-a-lifetime experience for the newlyweds as well as all of their guests.

One of the things that makes this hotel stand out from the competition is its service. The Hotel Cliff House has a fantastic reputation because to the wonderful crew that works there. The exceptional care that visitors receive during their stay is typically the subject of glowing testimonials.
The accommodations and suites are luxurious and cosy. They feature modern amenities, plush furnishings, and breathtaking views. In these exquisite accommodations, visitors can find the greatest rest and convenience (Cliff House Hotel, 2023).
The Hotel Cliff House is renowned for being an excellent venue for functions. It has gained popularity as a venue for marriages, business meetings, and other significant events. The hotel's event facilities are renowned for their elegance and adaptability, making them ideal for memorable occasions. The team of event planners works diligently to ensure that every detail is taken care of so that the visitors have a fantastic time.
Even though Hotel Cliff House has numerous positive qualities, some aspects could be improved. Some areas of the hotel may need updating and repair because they are outdated and no longer appear as modern as they once did. Modernising the lodgings, the common areas, and the facilities as a whole would enhance the passenger experience.
The hotel's primary restaurant provides delectable cuisine, but there are few other dining options. Having more culinary alternatives would benefit individuals with varying preferences and enhance their dining experiences.
Additionally, neighbouring construction projects are currently making life difficult for the hotel. The commotion from the construction can interfere with a guest's ability to decompress and recharge. Finding methods to halt these disturbances and maintain the peace would enhance the visitors' stay.

There have been allegations that the hotel's Internet connection is not always reliable. Eliminating these issues and ensuring that the internet is effective and user-friendly would benefit business travellers and other visitors who utilise the internet frequently during their stay.

It is essential for Hotel Cliff House to view these issues as opportunities for improvement. By resolving these issues, the hotel will be able to enhance the overall experience of its guests, maintain its positive reputation, and remain a top choice for travellers seeking a memorable stay.

[bookmark: _Toc135954749]2.2. PESTLE Analysis for Hotel Cliff House:

	Political Factors:
	Economic Factors:

	- The hotel benefits from a stable political environment, ensuring a favorable business climate.
	- The hotel thrives in an economically stable region, attracting both domestic and international tourists.

	- Government regulations and policies related to the tourism and hospitality industry can impact the hotel's operations.
	- Exchange rates can affect the affordability of the hotel for international guests.

	- The political stability of the region contributes to a safe and secure environment for guests.
	- Local and national economic trends play a role in determining consumer spending on travel and accommodations.

	Social Factors:
	Technological Factors:

	- There is an increasing demand for experiential travel and unique accommodations, which the hotel can capitalize on.
	- The hotel needs to stay updated with advancements in technology to enhance guest experiences and improve operational efficiency.

	- The hotel needs to adapt to changing customer preferences and expectations for personalized experiences.
	- Integration of digital platforms for reservations, guest services, and marketing is essential for staying competitive.

	- There is a growing awareness of sustainability and eco-friendly practices in the hospitality industry, which the hotel can leverage.
	- The hotel's reputation can be influenced by evolving online review platforms.

	Legal Factors:
	Environmental Factors:

	- The hotel must ensure compliance with local, national, and international laws and regulations.
	- The hotel's location offers natural surroundings and scenic beauty, which can be a unique selling point.

	- Employment laws and regulations regarding staffing, training, and safety need to be adhered to.
	- Embracing sustainable practices and initiatives is important to minimize the hotel's ecological footprint.

	- Intellectual property laws protect the hotel's brand and trademarks.
	- The hotel needs to be prepared to adapt to climate change and extreme weather conditions.



The PESTLE analysis of Hotel Cliff House provides a comprehensive understanding of the external factors that can influence its operations (Perera, 2017). In terms of political factors, the hotel benefits from a stable political environment and government policies that support the tourism industry. Economically, the hotel thrives in a stable region, but fluctuating exchange rates can impact international guest bookings. Socially, the hotel must cater to evolving customer preferences and sustainability expectations. Technologically, staying updated with advancements is crucial for enhancing guest experiences. Following laws and regulations regarding things like work and intellectual property is crucial from a legal standpoint. Regarding the environment, the hotel can make use of its natural surroundings and employ secure practises. By considering these factors, Hotel Cliff House will be able to take advantage of opportunities and prepare for potential problems, which will help it succeed in the competitive hotel industry (Davern et al., 2019).

[bookmark: _Toc135954750]2.3. SWOT Analysis 
	Strengths:
	Weaknesses:

	1. Prime Location: The hotel enjoys a picturesque location with stunning views of the ocean, attracting guests seeking a tranquil and scenic retreat.
	1. Aging Infrastructure: The hotel's buildings and facilities may require renovations and upgrades to maintain a modern and appealing ambiance.

	2. Reputation for Excellence: Hotel Cliff House has built a strong reputation for providing exceptional service, luxurious amenities, and memorable experiences, resulting in a loyal customer base.
	2. Limited Marketing Reach: The hotel could benefit from expanding its marketing efforts to reach a wider audience and attract more guests.

	3. Exclusive Event Venue: The hotel has gained recognition as a sought-after wedding and event venue, offering elegant spaces and expert event planning services.
4. Well-Trained Staff: The hotel prides itself on a highly skilled and dedicated workforce, delivering personalized and attentive service to guests.
	3. Seasonal Demand: The hotel experiences fluctuations in occupancy due to seasonal variations in tourist arrivals, leading to potential revenue challenges during off-peak periods.

	Opportunities:
	Threats:

	1. Market Expansion: Hotel Cliff House can explore new markets and target segments, such as corporate retreats or wellness tourism, to diversify its customer base.
	1. Intense Competition: The hotel operates in a highly competitive market with numerous rival establishments offering similar services and amenities.

	2. Sustainable Practices: Embracing environmentally friendly initiatives and promoting eco-tourism can attract eco-conscious travelers and enhance the hotel's brand image.
	2. Economic Factors: Economic downturns or fluctuations in exchange rates can impact travel patterns and reduce discretionary spending on luxury accommodations.

	3. Collaborations and Partnerships: Forming strategic alliances with local businesses and attractions can create cross-promotional opportunities and enhance the guest experience.
	3. Online Travel Agencies (OTAs): Dependency on OTAs for bookings can result in higher commission costs and reduced control over pricing and availability.



 Hotel Cliff House's many strengths contribute to its success. It is in a fantastic location with breathtaking ocean views, making it a popular destination for those seeking a peaceful place to remain. The hotel has a strong reputation for quality due to its superior service and luxurious amenities. It has become a popular venue for nuptials and other events as a result of its elegant accommodations and expert event planning services. The well-trained staff ensures that every visitor feels valued and special.

However, there are some weaknesses in the hotel as well. Its apparatus is deteriorating and may require maintenance to maintain its modern appearance. Marketing could be expanded to reach more individuals. Demand fluctuates with the seasons, and vacancy rates fluctuate during off-seasons.

The Hotel Cliff House offers a variety of accommodations. It can expand into new markets, such as business travel and health tourism, which will broaden its customer base. Adopting eco-friendly practises and collaborating with local businesses can enhance the hotel's brand image and guest experience (Ushakov et al., 2020).

Despite its strengths and opportunities, the hotel is not without threats. Intense competition from similar establishments poses a challenge. Economic factors, such as downturns or currency fluctuations, can impact travel patterns and spending on luxury accommodations. Dependency on online travel agencies may result in higher costs and reduced control over pricing and availability (Fernandes Sampaio et al., 2020).

By leveraging its strengths, addressing weaknesses, pursuing opportunities, and mitigating threats, Hotel Cliff House can position itself for continued success and growth in the competitive hospitality industry.

[bookmark: _Toc135954751]2.4. TOWS analysis of Hotel Cliff House:

	
	Strength
	Weakness

	Opportunity
	Enhance marketing efforts to target specific customer segments and promote the hotel's unique selling points.
   - Invest in refurbishments to modernize infrastructure and maintain a competitive edge.
   - Leverage the hotel's prime location and ocean views to attract leisure and event-based clientele.
	Explore opportunities in new markets, such as corporate retreats or wellness tourism, to reduce reliance on seasonal demand.
   - Introduce sustainable practices throughout operations, appealing to environmentally conscious guests and enhancing the hotel's brand image.
   - Foster collaborations with local businesses, offering joint packages or exclusive experiences to create a unique value proposition.

	Threat
	Monitor and analyze the strategies and offerings of direct competitors to stay ahead of market trends.
   - Focus on exceptional service and personalized experiences to differentiate from competitors.
   - Develop partnerships with online travel agencies while also expanding direct booking channels to maintain control over pricing and availability.
	Allocate resources to address the aging infrastructure and conduct necessary renovations to maintain a competitive position.
   - Implement contingency plans to mitigate the impact of economic fluctuations on luxury spending and travel patterns.



The TOWS analysis for Hotel Cliff House reveals several strategic options to capitalize on its strengths, address weaknesses, seize opportunities, and mitigate threats (Madsen and Stenheim, 2022). Leveraging its reputation, prime location, and positive customer feedback, the hotel can focus on targeted marketing efforts and invest in infrastructure refurbishments to maintain a competitive edge. By diversifying into new markets and adopting sustainable practices, the hotel can overcome weaknesses and tap into emerging trends, such as corporate retreats and eco-tourism. Additionally, monitoring competitors, emphasizing exceptional service, and expanding direct booking channels will help the hotel solidify its competitive positioning (Darvishmotevali et al., 2020). To address infrastructure issues and market stability, allocating resources for renovations and implementing contingency plans will be crucial. 
[bookmark: _Toc135954752]3.1. Staff Training and Development
According to Morozov and Morozova (2020), the success of the hotel industry depends on the development and training of hotel personnel. This section will analyse the current training courses and offer solutions to any identified problems.
[bookmark: _Toc135954753]3.1.1. Current Training Programs:
According to Kleefstra et al. (2020), the hotel provides its employees with numerous training courses to equip them with the skills necessary to perform their duties effectively. In this report, we will examine these training programmes in greater detail, including what they offer and how they are conducted.
[bookmark: _Toc135954754]3.1.2. Evaluation of Training Effectiveness:
According to the research of Ushakov et al. 2020, the effectiveness of the training sessions will be evaluated using questionnaires, interviews, and employee feedback. The findings of the analysis will reveal which aspects of the extant training programmes are successful and which are not. The findings of the 2020 study by Sarhan et al. will reveal whether or not your training techniques are motivating and effective, whether or not your training materials are up-to-date, and whether or not your programmes are tailored to suit the needs of each division.
[bookmark: _Toc135954755]3.1.3. Identifying Training Gaps:
This may be the result of obsolete equipment, insufficient supplies, or a dearth of employees with adequate training in the necessary skills (Waqan-imaravu and Arsanmi, 2020). To address the identified deficiencies, a set of recommendations will be offered. According to a study (Ushakov et al., 2020), this includes updating training manuals to reflect changes in the industry, employing innovative training techniques or technology, and providing specialised training in areas such as customer service, communication, and technical expertise. In order to cultivate a culture of lifelong learning, we will also propose mentoring programmes and cross-training opportunities.
[bookmark: _Toc135954756]3.2. Customer Service and Customer Satisfaction
Outstanding customer service is a defining characteristic of the hospitality industry, and satisfied guests are the lifeblood of every successful hotel (Teng, H.Y., 2019). This section will appraise the hotel's current customer service practises, identify areas for improvement, and propose solutions to the hotel's customer satisfaction issues. 
[bookmark: _Toc135954757]3.2.1 Current Customer Service Practices:
The hotel is glad of the high quality of its customer service and makes every effort to go above and beyond for its guests (Nolan et al., 2020). In this section, report will discuss the current customer service practises of the hotel, including the front desk, concierge, maintenance, dining, and complaints departments. To ensure the deliverance of high-quality services, it will evaluate the existing protocols, procedures, and training.
[bookmark: _Toc135954758]3.2.2. Evaluation of Customer Satisfaction:
Various feedback sources, including visitor surveys, online evaluations, and social media comments, will be analysed to evaluate consumer satisfaction (Secchi et al., 2019). This analysis will illuminate the hotel's strengths and development opportunities (Kim and Kim, 2022). It will evaluate factors that contribute to passenger satisfaction, such as responsiveness, staff courtesy, cleanliness, quality of amenities, and overall visitor experience.
[bookmark: _Toc135954759]3.2.3. Areas for Improvement:
On the premise of the evaluation of visitor satisfaction, specific improvement areas will be identified (Padm and Ahn, 2020). This may involve addressing recurring complaints, enhancing staff-to-guest communication, expediting service processes, or improving the personalization of guest experiences. The report will highlight the impact of these factors on the hotel's reputation and customer satisfaction.
A list of recommendations to improve customer service and passenger contentment will be provided. (Kim et al., 2022) Among these recommendations are instituting training programmes for employees to improve their communication and problem-solving skills, making better use of technology to interact with and receive feedback from guests, establishing guest loyalty programmes, and ensuring that service processes are efficient and consistent. Additionally, the importance of establishing a customer-centric culture throughout the entire organisation will be highlighted.
[bookmark: _Toc135954760]3.3. Marketing and Branding Strategies
In the competitive hospitality industry of today, it is crucial to have effective marketing and branding strategies to attract customers, increase brand recognition, and remain ahead of the competition (Lin et al., 2020). This section evaluates the effectiveness of the hotel's current marketing and branding efforts and suggests methods to enhance the hotel's market position.
[bookmark: _Toc135954761]3.3.1. Current Marketing Efforts:
This section discusses the hotel's current marketing efforts, including advertising campaigns, internet marketing, social media presence, and relationships with travel companies and online travel sites (Diffley and McCole, 2019). unique selling propositions has been analysed. Hotel brand will also be analysed in this report.
[bookmark: _Toc135954762]3.3.2. Evaluation of Marketing Effectiveness:
[bookmark: _Toc135954763]ROI help to find the expected financial gain on the investment (Fernandes Sampaio et al., 2020). This report's objective is to conduct an analysis of this data in order to determine the relative strengths and weaknesses, as well as possible development areas, of the marketing approach used by the hotel.

3.3.3. Branding Analysis:
This section discusses the hotel's brand image as well as how the market perceives the hotel's position in the industry. It examines the perspectives of the target audience towards the hotel and compares those perspectives to those of other hotels in the same category. D. Avern et al. (2019). There will be a focus on analysing brand associations, as well as customer satisfaction and visibility. The brand identity of the hotel will be examined in order to evaluate how well any recent branding actions or adjustments have been implemented.
A set of recommendations will be developed after an analysis of the firm's current efforts in the market as well as those of the company itself. In light of some of these recommendations, the hotel's marketing efforts would benefit from concentrating on a narrower demographic of potential customers. It is possible that expanding the company's online presence and acquiring a greater number of customers would entail the use of digital marketing strategies such as search engine optimisation (SEO) and the promotion of social media (Tan and Wright, 2022). As an additional perk, the hotel may also get recommendations on how to differentiate itself from the other hotels in the area and how to enhance the contact that its brand has with its target market.
[bookmark: _Toc135954764]3.4. Environmental Sustainability Practices
In this day and age, when more and more people are becoming environmentally conscious, it is very necessary for the hospitality industry to implement environmentally responsible practises. The hotel's efforts to safeguard the environment are evaluated in this section, including its environmental effect mitigation, improvements in energy efficiency, and long-term consequences on the capacity to maintain sustainability (Karatepe et al., 2022). This report conducts an analysis of the current procedures followed by the hotel in order to identify both areas of success and areas with room for improvement.
[bookmark: _Toc135954765]3.4.1. Current Sustainability Initiatives:
This section provides more information on the eco-friendly practises that are currently being implemented at the hotel. (Mak and Chang, 2019) It examines the efforts that individuals are doing to lessen their impact on the environment, save money, and assist in environmental protection. The report examines the hotel's compliance with a variety of environmental laws and standards, including those pertaining to energy efficiency licencing and waste management regulations. Lighting that is more efficient with energy use and facilities that save water are only two examples of the environmentally friendly technology and practises that will be discussed at the hotel. 
[bookmark: _Toc135954766]3.4.2. Environmental Impact Assessment:
[bookmark: _Toc135954767]The hotel's use of energy and water, as well as its creation of rubbish and emissions of greenhouse gases (Tajeddini et al., 2020), will be analysed in order to determine the scope of the influence it has on the surrounding environment. According to Redlingshofer et al.'s research from 2020, the goal of this analysis is to determine the ecological performance of the hotel and identify any possible areas of concern. The report will also include the carbon footprint left by the hotel as well as the steps it has taken to reduce or eliminate the impact of its operations on the environment, including the use of carbon offsetting and renewable energy sources.3.4.3. Clients Engagement:
The article analyses the efforts made by the hotel to include its guests in activities that are good for the environment and to educate them on ways in which they may contribute to the preservation of the planet (Dewnarain et al., 2021). It is taken into consideration to have recycling programmes for linens and bedding in addition to providing services that are appropriate for the environment (Wu and Gao, 2019). In addition to this, the report examines the website, in-room amenities, and outside signage of the hotel to determine how well they communicate sustainability message to customers.

[bookmark: _Toc135954768]3.4.4. Opportunities for Improvement:
This section provides recommendations for increasing the hotel's environmental sustainability. The hotel's existing level of success in adopting sustainable practises (Lin et al., 2020) serves as the foundation for these recommendations, which are drawn from that analysis. These recommendations include, but are not limited to, the use of energy-efficient instruments, the performance of regular energy audits, the expansion of recycling programmes, and the formation of relationships with local environmental organisations (Campione, 2021). In addition, visitors have access to a variety of educational programmes, eco-tours, and activities that are centred on the concept of sustainability.
[bookmark: _Toc135954769]3.5. Revenue Management and Pricing Strategies
In today's highly competitive hospitality industry, efficient revenue management and pricing strategies are required in order to maximise profitability and assure long-term firm success (Sutherland et al., 2021). The review of the hotel's revenue management practises in this part puts the pricing strategies, marketing strategies, and revenue optimisation procedures through their paces. Revenue management practises of the hotel will be analysed in the report. 
[bookmark: _Toc135954770]3.5.1. Pricing Strategy Analysis:
Pricing strategy explain the amount and the method which will be used to charge payment from customer (Florii, 2020). The report will analyse the pricing method of the hotel specially in comparison with the copmetitiors. 
[bookmark: _Toc135954771]3.5.2. Distribution Channel Assessment:
Distribution channel are the media through which the product is made available to the customer (Ampountolas et al., 2019). There is adiffrence between distribution channel of product and service business (Rasoolimanesh et al., 2019). The report will analyse the and assess the distribution channel for the hotel. 

[bookmark: _Toc135954772]3.5.3. Revenue Optimization Techniques:
Upselling and cross-selling are a few of the issues that are covered in this section of the overall revenue optimisation strategy for the hotel (Phillips, 2021). The hotel's strategic inventory management, yield management, and revenue forecasting are dissected in this report to see how well these functions help the hotel maximise profitability. In addition to this, the report investigates the hotel's utilisation of technology and data analytics in order to arrive at strategic decisions about revenue management (Baker et al., 2020).
[bookmark: _Toc135954773]3.5.4. Competitor Analysis:
 According to Khatri (2019), in order for hotels to be successful, they need to be aware of their position in the market and the activities of their competitors. In this part, report analyse and critique the pricing strategies, marketing endeavours, and sales strategies used by the most significant competitors. The report analyses important performance metrics such as the average daily rate (ADR), occupancy rate, and revenue market share in order to provide a more comprehensive picture of the hotel's position in comparison to that of its competitors.
[bookmark: _Toc135954774]3.5.5. Opportunities for Revenue Enhancement:
In this part, recommendations for increasing revenue have been developed on the basis of an analysis of the hotel's revenue management methods and the circumstances of the market (Casado Salguero et al., 2019). These recommendations include locating new market segments or target markets, modifying pricing strategies depending on patterns of demand, enhancing sales practises, and using technology for the sake of revenue management (Tan, 2021). The report also gives recommendations for increasing the revenue of your firm by nurturing customer loyalty and promoting repeat purchases. These recommendations are included in the report.
[bookmark: _Toc135954775]3.6. Marketing and Promotional Strategies
According to Mourad et al.'s research from 2020, it is hard for businesses in the hospitality industry to attract and retain customers in the absence of effective marketing and promotion. As we continue to evaluate the hotel's marketing initiatives, this section will concentrate on the most recent branding strategies, internet marketing projects, and customer relationship management practises. The purpose of this report is to analyse the hotel's strengths in order to unearth those attributes and provide suggestions that will make the hotel's marketing and promotion more effective.
[bookmark: _Toc135954776]3.6.1. Branding Strategy Analysis:
According to Giglio et al.'s research from 2020, the hotel's market positioning, unique selling proposition, and brand personality are all analysed at this phase of the hotel's branding strategy. The purpose of this study is to evaluate the effectiveness with which the hotel's brand message, design characteristics, and overall consistency are executed across a variety of media. The report investigates not only how consumers see the hotel's brand but also whether or not the hotel's brand is suitable for the hotel's target market and the image that the hotel intends to project.
[bookmark: _Toc135954777]3.6.2. Digital Marketing Initiatives:
Digital platforms are becoming more important in today's society, hotels really need to have strong online presences and effective digital marketing strategies (Bowden and Mirzaei, 2021). In this section, we take a closer look at the hotel's internet marketing efforts, which include the website, social media pages, search engine optimisation (SEO) strategies, online advertisements, and email marketing campaigns. Khwaja, A., et al., 2020. This report investigates the hotel's participation in online travel forums, user-generated content, and strategies for managing its reputation.
[bookmark: _Toc135954778]3.6.3. Customer Relationship Management (CRM):
According to Sota et al. (2020), establishing and sustaining meaningful relationships with clients is essential to achieving and sustaining long-term success in the hospitality industry. As we conduct an analysis of the hotel's customer relationship management procedures, the scope of this section includes not only the measurements of guest satisfaction but also the replies to passenger feedback as well as an examination of the loyalty programme (Chatterjee et al., 2020). Within the scope of this report, we investigate the steps taken by the hotel to personalise the experiences of its guests, cultivate productive lines of contact, and mine customer information in order to generate more effective marketing strategies.
[bookmark: _Toc135954779]3.6.4. Promotional Campaigns and Partnerships:
In this section, we will talk about the marketing efforts that the hotel has run in the past, as well as the collaborations that it has formed with other organisations and events (Bhandari and Sin, 2022). This study investigates the impact that prior marketing initiatives had on rental rates and revenue, as well as the scope of such activities and the number of people that participated (George, 2021). In addition to this, the report investigates the hotel's collaborations with other local businesses, event organisers, and tourist destinations in an attempt to entice a greater number of clients.
[bookmark: _Toc135954780]3.6.5. Online Reputation Management:
According to Zhou et al. (2021), having a positive reputation online is vital for attracting new customers and retaining the ones you already have. In this part, an analysis of the hotel's tactics for managing its online reputation is presented. These techniques include the hotel's employment of review monitoring and response strategies (Sutherland et al., 2021). In this report, we examine the strategies that the hotel employs to address unfavourable feedback, build on the achievements of positive testimonials, and generally maintain a positive status with regard to its internet reputation.
[bookmark: _Toc135954781]3.6.6. Marketing Enhancement:
This section gives recommendations to enhance the marketing of the hotel based on an analysis of the hotel's market as well as its marketing and sales tactics (Morrison, 2022). There is a possibility that recommendations may be made to enhance many aspects of the business, including its identity strategy, digital marketing platforms, customer relationship management systems, and advertising campaigns. In addition to this, the report offers recommendations for the hotel's utilisation of current relationships as well as the development of new alliances in order to attract a larger variety of clients.
[bookmark: _Toc135954782]3.7. Customer Service and Customer Experience

This report will give an analysis of the hotel's strengths and shortcomings, as well as recommendations for how those areas may be improved upon, in order to enhance customer service and the overall visitor experience.
[bookmark: _Toc135954783]3.7.1. Service Standards and Policies:
In this section, the service rules and standards of the hotel, including its service regulations, core principles, and mission statement, are broken down and examined in more detail. The report conducts an investigation of the openness of the standards as well as their compatibility with the hotel's main objectives.
[bookmark: _Toc135954784]3.7.2. Staff-Guest Interactions:
According to Laerdal et al. (2022), the level of satisfaction felt by both the employees and the visitors is significantly impacted by the nature of the interactions that take place between the two groups. Here, the customer service provided by the hotel, the quality of its training courses, and the hotel's responsiveness to the varying requirements of its customers are all examined (Amor et al., 2022). This report conducts an analysis of the staff of the hotel with regard to their helpfulness, competence, and knowledge. Everyone who works at the establishment, from the person who greets guests at the front desk to the person in charge of housekeeping, is covered. In addition to this, it considers how quickly the hotel responds to customer concerns and evaluates the quality of the resolutions offered.

[bookmark: _Toc135954785]3.7.3. Guest Satisfaction Measurement:
According to Wong et al.'s research from 2020, monitoring the level of satisfaction experienced by hotel guests is an essential step in determining the performance of the hotel and making necessary adjustments to its operations (Djajasinga et al., 2021). In this report, we examine the manner in which the hotel gathers, evaluates, and applies customer feedback. To determine how well the hotel is performing in this area, key performance indicators (KPIs) related with visitor satisfaction are also assessed. These KPIs include overall satisfaction rates, repeat guest rates, and online review rates.
[bookmark: _Toc135954786]3.7.4. Guest Experience Enhancement:
To really entertain visitors hotel need go above and beyond just satisfying their most fundamental requirements (Bharwani & Mathews, 2021). This paragraph describes the efforts that the hotel is doing to enhance the experience of its guests. The report examines the hotel's attempts to satisfy the requirements of its visitors before the customers ever ask for them, to exceed their expectations in every way, and to get to know its guests on a more personal level.

[bookmark: _Toc135954787]3.7.5. Training and Development Programs:
According to Car et al. (2019), in order for a hotel to provide exceptional customer service, it is necessary for its personnel to participate in ongoing training and development. In this section, we take a look at the hotel's training and development programmes, which consist of both initial training for newly hired staff members as well as continued education for those who have been working there for some time. The purpose of this report is to evaluate the effectiveness of a variety of training programmes in improving employees' levels of education, expertise, and service to customers.
[bookmark: _Toc135954788]3.7.6. Technology and Guest Service:
Because of technological advancements, interactions with hotel guests have evolved. This section describes how the hotel employs technology to enhance passenger service (Teng, 2019). In this report, many aspects of the hotel, including its check-in processes, guest services, in-room technology, and mobile applications, are evaluated and graded. The hotel emphasises the use of technology to enhance the experiences of its guests by highlighting certain features, such as mobile key access and personalised digital concierge services.
[bookmark: _Toc135954789]3.7.7. Customer Service Enhancement:
There may be suggestions to improve service standards, add more staff training programmes, make it simpler for guests to provide feedback, and use technology to enhance interactions with guests. 
[bookmark: _Toc135954790]4. FINDINGS AND RESULTS

[bookmark: _Toc135954791]4.1. Market Analysis:
The findings of the earlier hotel analysis are presented in this section, with the primary attention being placed on the market position of the hotel, the competitive climate, and the advancements within the industry. The hotel's market share, the customer groups it mostly serves, as well as any benefits or disadvantages it may have in the competitive landscape, are all discussed. The analysis takes into account both newly emerging opportunities and dangers in the market that have the potential to influence how well the hotel does business.
[bookmark: _Toc135954792]4.2. Staff Training and Development:
This section summarises the findings related to staff skills, knowledge, and customer service abilities based on an examination of the hotel's training and development programmes for staff. It demonstrates where the hotel's training programmes have been effective and where they need improvement. The findings also reveal any significant training and development gaps or opportunities.

[bookmark: _Toc135954793]4.3. Customer Service and Guest Experience:
This section presents the findings from evaluating the hotel's customer service standards, staff-client interactions, guest satisfaction measurements, efforts to enhance the visitor experience, and use of technology. It identifies the areas' assets and weaknesses, as well as any opportunities for improvement. The findings cast light on the quality of the hotel's current customer service and how that impacts visitors' satisfaction with their stay.
[bookmark: _Toc135954794]4.4. Sustainability Practices:
This section discusses the hotel's sustainability practises along with their findings. It provides an explanation of the hotel's current sustainability measures, which include waste management, energy conservation, and community involvement. The findings provide an assessment of the efficacy of these practises and identify their strengths as well as areas where they could be enhanced. The primary focus of the findings presented in this section is the hotel's financial performance. It contains an analysis of revenue, earnings, vacancy rates, and average daily rate (ADR). 
[bookmark: _Toc135954795]4.5. Financial Performance:
This section of the report will discuss findings regarding the hotel's online reputation and visibility. This portion of the endeavour consists of an analysis of user-submitted online evaluations, ratings, and feedback posted on a variety of websites. The findings reveal how consumers and the general public currently feel about the hotel, as well as whether they have favourable or unfavourable opinions of the establishment. 
[bookmark: _Toc135954796]4.6. Reputation and Online Presence:
This section's findings and conclusions provide a comprehensive analysis of the hotel's current situation, including its strengths, weaknesses, and potential growth areas. Following the presentation of these findings in the preceding section, the following section will provide some applicable recommendations. The analysis presented in the report illustrates how the hotel can improve its overall performance, customer service, and guest experience by capitalising on its current strengths and addressing its identified weaknesses.


[bookmark: _Toc135954797]5. ACTION PLAN

	Problem
	Solution
	Desired Outcome
	Time Frame
	Completion Date
	Budget

	Deficiences in Staff training
	Implementation of comprehensive training
	Significant improvement in knowledge and skills of staff
	3 month
	Sep-23
	£ 15,000

	Outdated technology
	Upgrading techonology
	Efficient operations
	6 months
	Dec-23
	£ 50,000

	Low rate of customer satisfaction
	Incorparation of customers feedback system
	Increase in customer satisfaction
	1 month
	Jul-23
	£ 5,000

	Inefficient marketing strategies
	Developing target marketing campaigns
	Increase in Brand awareness
	ongoing
	-
	£ 10,000

	Not sufficient sustainability initiatives
	Increasing eenrgy efficiency, waste mangement, and awareness among employees
	Decreasein enviornmental impact
	Ongoing
	-
	£ 10,000



Financial assumptions and quotes:

The technology infrastructure upgrade budget includes costs for hardware, software licenses, and implementation services (Smith & Associates, 2023). Quotations were obtained from technology vendors (Tech Solutions Ltd., 2023).
The budget for the customer feedback system implementation considers the software license fees, staff training, and integration with existing systems. Quotations were obtained from customer feedback system providers (Feedback Solutions Inc., 2023).
The marketing campaign budget includes costs for advertising, digital marketing, and collaboration with local tourism boards. Assumptions are based on industry benchmarks and estimated costs (Marketing Trends Report, 2023).
The sustainability initiatives budget considers investments in energy-efficient equipment, waste management systems, and community engagement programs. Assumptions are based on similar projects implemented in the hospitality industry (Sustainable Hospitality Practices Guide, 2022).
By implementing the recommended action plan, the hotel aims to address the identified problems and leverage opportunities to enhance its overall performance, customer satisfaction, and sustainability practices. 

[bookmark: _Toc135954798]6. RECOMMENDATIONS


· Enhance staff training and development programs to improve customer service skills and ensure consistent service quality.
· Implement a comprehensive sustainability initiative, including energy-saving measures, waste management strategies, and eco-friendly practices.
· Upgrade and renovate outdated guest rooms and amenities to meet the expectations of modern travelers.
· Strengthen online presence and digital marketing strategies to increase brand visibility and attract a wider customer base.
· Foster partnerships with local businesses and attractions to create unique guest experiences and promote the hotel as a destination.
· Improve menu options and dining experiences to cater to diverse dietary preferences and enhance the overall dining satisfaction of guests.
· Enhance communication channels with guests through personalized messaging, feedback collection, and prompt resolution of issues.

[bookmark: _Toc135954799]7. CONCLUSION

In this report, the hotel's operations have been analysed, and as a result, a number of noteworthy findings and recommendations have been made. The findings revealed both the hotel's excellent reputation as a venue for nuptials and other functions, as well as the dedication of its staff. However, it also revealed areas for improvement, such as outdated architecture, inconsistent customer service, and the need for a stronger online presence. The characteristics of the hotel have been highlighted, along with some recommendations, based on the findings. These recommendations include increasing employee training and development, implementing sustainability measures, modernising visitor accommodations, enhancing culinary experiences, enhancing marketing strategies, forming partnerships, and investing in technology advancements. In closing, I would like to thank the client for requesting this report. This analysis and working with you have been a delight. My duty as a consultant is to provide you with insightful advice and recommendations that will assist you in achieving your business objectives. If you require consulting services in the future, I would be delighted to continue serving you. Once again, I appreciate the opportunity.
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