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[bookmark: _Toc135442835]Executive Summary
This report was written to share the results and suggestions from a consultant project completed for the Electra Palace Hotel. Different approaches and instruments were used to examine the hotel's functioning. The effectiveness of the hotel's room service was examined using these analytical frameworks, which looked at both internal and external aspects. The SWOT analysis looks at the pros, cons, opportunities, and dangers facing the division. The PESTEL analysis looked at how factors including politics, economics, society, technology, the environment, and the law could affect an organization's performance. Finally, the TOWS matrix framework assesses the efficacy of potential solutions the organisation could employ to deal with the identified issues.
The results showed that poor training of workers caused problems with service quality and unhappiness among customers. Environmental difficulties, such as ageing machinery and a lack of maintenance, have an adverse effect on service quality and customer satisfaction. Delays and lower customer satisfaction were the results of inefficient order processing and a restricted menu. The potential for increased operational efficiency and service quality was hampered by inefficient technological integration.
The investigation led to a series of suggestions for how the room service department may be enhanced. Among the proposed changes is the incorporation of real-world scenarios and ongoing professional development into the existing employee training programme. Upgrading equipment, conducting regular inspections and preventative maintenance, and planning for renovations are all suggestions for improving the hotel's environmental performance. It is recommended to use automated technologies and simplified procedures to process orders. Adding more variety to the menu and seamlessly incorporating technology can boost both guest satisfaction and productivity.
The Electra Palace Hotel stands to gain in several ways from implementing these suggestions. Some examples are better production efficiency, lower labour costs, more profits, and a smaller workforce. The brand's reputation, customer satisfaction, and loyalty will all increase if environmental issues are resolved and resources are allocated to training employees.
The recommendations were accompanied by an extensive action plan that described the steps to be taken, the expected results, the timeline for achieving those results, and the total cost of the endeavour. The hotel must think about the cost of implementing these suggestions and make appropriate budgetary adjustments. This consultancy study concludes by identifying the most pressing problems in the Electra Palace Hotel's room service and offering concrete solutions supported by data. Hotel profitability, differentiation from the competition, and other metrics can all benefit from the implementation of the suggested measures to improve service quality, guest happiness, and operational efficiency. The management team at the hotel can use the report's findings and suggestions to inform their long-term planning and day-to-day operations.
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[bookmark: _Toc135442836]Introduction
A consultancy project is a one-off job for which an individual consultant or a consulting business is retained to offer advice, analysis, and recommendations to an organisation in need of assistance with solving a specific issue (Man, Man and Stoppelenburg, 2016). The goal of any consulting assignment is to assist the client in making improvements to their operations, resolving an issue, or accomplishing their goals using the consultant's knowledge, skills, and expertise. This report was compiled as part of a consultancy project for the “Electra Palace Hotel”, and its goal is to detail the project's results and recommendations. The consultant's job was to evaluate the hotel's operations, pinpoint problem areas, and provide solutions that would boost the business as a whole. It was the goal of the consultancy project to conduct an in-depth evaluation of the hotel's room service in order to pinpoint problem areas and propose workable alternatives. The project's goal was to aid the hotel's strategic planning and decision-making through the use of knowledge gained from studying the sector, analysing relevant data, and using appropriate strategic frameworks. Many different approaches and instruments were used to evaluate the hotel's functioning. The hotel's internal strengths and weaknesses were evaluated using a SWOT analysis, and external influences on the hospitality industry were analysed using a PESTEL analysis; finally, a TOWS matrix was used to create strategic recommendations. In addition to these techniques, on-site observations, interviews with key people, and data collection from various sources were used to learn as much as possible about the hotel's current situation and pinpoint its weak spots. The results of this consultant project will be used as a valuable resource by the hotel's management team, helping them to make better decisions about how to improve the hotel's room service and other operations. The Electra Palace Hotel can improve its competitive position, its customer satisfaction, and its ability to grow sustainably by responding to the highlighted issues and making the most of the opportunities it presents. This report will detail the consultancy project's findings and suggestions straightforwardly, giving the hotel the information it needs to implement change and meet its long-term goals.




[bookmark: _Toc135442837]Scope & analysis
The Electra Palace Hotel can be found at 18-20 N. Nikodimou Street, right in the middle of the exciting Plaka district of Athens, Greece. Because of its proximity to the Acropolis and the Parthenon, the neighbourhood of Plaka has gained worldwide recognition for its historical value (Electra, 2022). The hotel's prime location makes it easy to reach the area's many attractions, including restaurants, shops, museums, and public transit. The Electra Palace Hotel provides a selection of high-end suites to meet the needs of a variety of travellers. While the actual number of rooms varies, guests may expect to find more than 150 luxuriously outfitted accommodations (Electra, 2022). Depending on their preferences, guests can pick from a variety of spacious and well-appointed Standard Rooms or opulent Deluxe Rooms. The Executive Suites are ideal for those who value privacy and prefer a higher level of comfort during their stay. The hotel's Honeymoon Suites are ideal for romantic getaways, while the Family Rooms are ideal for families. The hotel also has rooms that are accessible for those with mobility issues, rooms with breathtaking views, and rooms on the Executive Floor with special privileges. Each room has been carefully appointed to ensure that guests have a relaxing and enjoyable stay. After more than two decades in business, the hotel has become a major player in the local hospitality scene. 
[image: ]
[bookmark: _Toc135442848]Figure 1:Review (Booking.com, 2023)
Recent reviews of the Electra Palace Hotel have been extremely favourable. The hotel has established a stellar reputation because of its outstanding customer service and meticulous attention to detail. Staff members are consistently praised by guests for their warm hospitality and dedication to providing an exceptional experience. Online evaluations and reviews from guests constantly praise the hotel for its cleanliness, comfort, and attention to its customers. The Electra Palace Hotel has maintained a favourable reputation in the press (Bregni et al., 2023). There have been no major events or complaints reported against the hotel. The hotel has been featured favourably in the media for its efforts to promote Athens's local heritage and tourism at a number of festivals, events, and other venues. The hotel's reputation as a caring and community-minded facility has benefited from the guests' participation. The Electra Palace Hotel has become widely known as a top choice for weddings and other formal events. The hotel has been a popular option for couples who want their wedding to be both memorable and magical because of its beautiful setting, sophisticated atmosphere, and high-quality services. The hotel's devoted event planning staff and high standard of service have made it a popular venue for weddings of all backgrounds.
PESTEL Analysis of the Hotel Industry in Greece
	Factors
	Analysis

	Political
	Political stability is crucial for the growth of any industry. Greece has faced political challenges in recent years, which have had some impact on its hotel industry (Pappas and Glyptou, 2021). However, the government has taken steps to attract foreign investments and promote tourism, offering incentives and simplifying regulations. Additionally, political stability has improved in recent times, providing a more favourable environment for the hotel industry.

	Economic
	The Greek hotel industry is influenced by the overall economic conditions in the country. The economic crisis in Greece harmed tourism, leading to a decrease in hotel revenues. However, there has been a gradual recovery in recent years. Greece's GDP growth, increased consumer spending, and improved employment rates have contributed to the revival of the hotel industry. A Greek plan to rescue tourism-related businesses hit hard by the coronavirus outbreak has been approved by the European Commission under EU State aid regulations, with an outlay of €800 million. The State Assistance Temporary Framework was used to greenlight the plan (European Commission, 2022). As a result, the Greek tourism industry will be better able to weather the economic storm caused by the COVID-19 pandemic. In 2012, international tourism receipts in Greece amounted to approximately 17.6 billion (Silva, 2023). According to Statista Research Department (2022), the number of hotels and similar accommodations in Greece has been steadily increasing, reaching around 10,000 establishments in 2019. Greece also faces competition from other tourist destinations in the Mediterranean region, such as Spain, Italy, and Turkey.

	Sociocultural
	Social factors play a significant role in shaping the demand for hotels. Greece is known for its rich cultural heritage, picturesque landscapes, and popular tourist destinations (Havelock, 2019). The country attracts a diverse range of tourists, including history enthusiasts, beach lovers, and nature explorers. Additionally, changing demographics and evolving travel preferences have led to a rise in demand for boutique hotels, eco-friendly accommodations, and personalized experiences.

	Technological
	Technological advancements have transformed the hotel industry globally, and Greece is no exception. Hoteliers are adopting innovative technologies to enhance guest experiences, streamline operations, and improve efficiency. Online booking platforms and mobile applications have become essential tools for hotel reservations. Additionally, hotels are investing in smart room technologies, such as automated check-in systems, IoT devices, and personalized services, to stay competitive in the market.

	Environmental
	Greece's natural environment and scenic landscapes are vital assets for the hotel industry. However, the industry also faces environmental challenges such as waste management, energy consumption, and carbon emissions. Sustainable practices and eco-friendly initiatives are gaining importance in the Greek hotel industry. Many hotels are implementing measures to reduce their environmental footprints, such as energy-efficient infrastructure, waste recycling programs, and the use of renewable energy sources (Havelock, 2019).

	Legal
	Legal factors can significantly impact the hotel industry. The Greek government has implemented various regulations and policies to ensure quality standards, safety measures, and environmental sustainability in the hotel sector. Compliance with these regulations is essential for hotels to maintain their licenses and reputation. Furthermore, labour laws and employment regulations influence the industry's labour costs and human resource management practices.


Table 1: PESTEL Analysis for the Hotel Industry in Greece (Author)
SWOT Analysis for the Hotel Industry in Greece 
	Strengths
	Weaknesses

	Cultural Heritage: Greece's rich cultural heritage and historical sites attract a large number of tourists, providing a unique selling point for hotels (Havelock, 2019).
	Seasonal Nature: The hotel industry in Greece is highly seasonal, with peak tourist seasons in the summer months, resulting in fluctuations in revenue and employment.

	Scenic Beauty: Greece's picturesque landscapes, including beautiful coastlines and islands, offer natural attractions that appeal to tourists (Havelock, 2019).
	Infrastructure Challenges: Some areas in Greece face infrastructure challenges, including limited transportation options or inadequate facilities in remote regions (www.trade.gov, 2022).

	Hospitality Tradition: Greece is known for its warm hospitality and friendly service, creating positive guest experiences.
	Economic Volatility: Greece has faced economic challenges in the past, which can impact consumer spending and tourism demand.

	Increasing Tourism Revenues: The hotel industry in Greece has experienced growth in tourism revenues, contributing significantly to the economy.
	

	Government Support: The Greek government has implemented policies to attract foreign investments and simplify bureaucratic processes, supporting the hotel industry.
	

	Opportunities
	Threats

	Diversification: There is an opportunity for hotels to diversify their offerings and attract a broader range of tourists, such as targeting niche markets or expanding into wellness tourism, adventure tourism, or sustainable tourism.
	Competition: The hotel industry in Greece faces competition from other Mediterranean destinations, such as Spain, Italy, and Turkey, which offer similar attractions and hospitality services.

	Digital Transformation: Embracing technology can enhance operational efficiency, improve guest experiences, and facilitate online marketing and booking channels.
	Geopolitical Factors: Political instability or regional conflicts in neighbouring countries can impact tourist arrivals and overall industry performance.

	Sustainable Practices: Growing consumer demand for sustainable tourism provides an opportunity for hotels to adopt eco-friendly initiatives and promote their commitment to environmental responsibility.
	External Shocks: Unexpected events, such as natural disasters, pandemics (as experienced with COVID-19), or economic downturns, can disrupt travel patterns and significantly affect the hotel industry.


Table 2: SWOT Analysis for the Hotel Industry in Greece  (Author)


Summary Explanation:

[image: ]
[bookmark: _Toc135442849]Figure 2: Greece's 2011–2020 hotel count(Statista Research Department, 2022)
Several elements influencing Greece's hotel sector are highlighted by the PESTEL research. Politically, Greece is secure, and the government offers several benefits to tourists but changes to things like labour rules and taxes could influence the way hotels are run. Growth in other industries, fluctuations in currency values, and changes in consumer purchasing habits are all economic factors that have an impact on the hospitality sector. The demand is heavily influenced by sociocultural factors, such as Greece's rich cultural legacy and the rising interest in wellness and eco-tourism (Soteriades and Varvaressos, 2015). While environmental elements like natural beauty, climate change, and sustainable practice are significant, technological breakthroughs in internet booking platforms and smart hotel technologies have revolutionised the sector. Last but not least, it is essential for hotels in Greece to adhere to local and international regulatory rules, especially those about labour and employment.
The SWOT analysis sheds light on the internal advantages and disadvantages of the Greek hotel business. Attractive tourist locations, a storied cultural history, and a tradition of warm hospitality all contribute to the success of the country's tourism industry. However, problems include erratic seasonal demand, reliance on foreign tourists, restricted access to domestic and regional markets, and expensive operational costs.
The Greek hotel business has both opportunities and dangers from the outside world. Opportunities can be found in the shape of a more inclusive and diverse tourist market, the rise of digital marketing and online booking platforms, the maturation of sustainable tourism practices, and governmental incentives for investment. However, there are also risks, such as stiff competition from other tourist spots, economic downturns, political shifts, security worries, terrorism risks, and environmental laws.
Overall, Greece's hotel business has a lot of promise thanks to the country's many tourist attractions, rich cultural history, and rising interest in health and eco-tourism. However, the industry also confronts obstacles, such as seasonal demand variations and reliance on foreign visitors. Hotels may take advantage of new opportunities and protect themselves from existing challenges by embracing technological progress, green practices, and a savvy understanding of the regulatory and economic landscapes.
TOWS Analysis
	[bookmark: _Hlk135405345] 
	External Factors

	
	Opportunities
· Growing international tourism
· Increasing demand for luxury accommodations
· Digital marketing and technology advancements
· Sustainable tourism trends
· Government support for tourism
	Threats
· Economic downturns
· Political instability
· Intense competition
· Changing consumer preferences
· Environmental challenges

	Internal Factors
	Strengths
· Rich cultural heritage
· Popular tourist destination
· Beautiful natural landscapes
· Quality hospitality services
· Experienced workforce
	SO Strategies
· Capitalize on cultural heritage
· Enhance hospitality services
· Leverage experienced workforce
· Exploit natural landscapes
	ST Strategies
· Promote luxury accommodations
· Utilize technology for marketing
· Enhance sustainability efforts
· Strengthen partnerships

	
	Weaknesses
· Limited infrastructure
· Seasonal demand
· Language barriers
· High operating costs
· Reliance on the international market
	WO Strategies
· Improve infrastructure
· Develop off-peak season packages
· Provide language training
· Implement cost-saving measures
	WT Strategies
· Seek government assistance
· Collaborate with local businesses
· Focus on the domestic market
· Optimize cost structure


Table 3:TOWS Analysis (Author)
 


[bookmark: _Toc135442838]Main Body
Providing room service is a great way for hotels to boost their revenue, make their guests happier, and distinguish themselves from the competition. A survey of food and beverage directors at Cairo's four-star hotels found that 38% said they provide room service to increase revenue, 27% said they do so to increase guest satisfaction, 23% said they do so to better place the hotel in the market, and 12% said they do so to attract a specific demographic (Shawky, Aziz and Mayouf, 2015). The survey also found that 27% of guests prefer room service so they can dine in casual attire, 10% like it because of the solitude it provides, and 4% prefer it because of the romantic atmosphere it creates (Shawky, Aziz and Mayouf, 2015). Offering room service is mutually beneficial for hotels and their clients.
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[bookmark: _Toc135442850]Figure 3:Importance of offering room service for hotels (Shawky, Aziz and Mayouf, 2015)
The positive side of Electra Palace Hotel Room service:
Convenience: Guests who prefer to dine in the isolation of their rooms have the option of ordering room service. It saves guests the trouble of finding somewhere to eat outside of the hotel.
Personalization: Room service lets visitors tailor their meals to their specific tastes, dietary needs, and other requirements. Menus, service hours, and serving sizes can be adjusted to suit individual needs.
Comfort and Relaxation:  The comfort of having room service means that guests can relax and eat in private without having to worry about getting dressed up or making new acquaintances.
Timeliness: A timely delivery of guests' meals is essential to the success of any room service operation that the company offers.
Privacy: Business travellers and others who prefer a more private eating experience may appreciate the seclusion that room service provides.
[bookmark: _Toc135442839]Identification of Issues
Issue 1: Staff Training Program 
The Electra Palace Hotel's Room Service Department has found that their employee training programme is the primary area for improvement. It is essential to assess the current training programme and pinpoint its weak spots. Online complaints about delayed service, wrong orders, or rude staff members may have their roots in a lack of proper training. The hotel can fix any problems with the quality, efficiency, and length of the training programme by reviewing it. The personnel must receive thorough training in areas like customer service, order taking, safe food handling, and clear and concise communication. The service quality and the satisfaction of the guests can both be raised by investing in a better training programme for the workforce.
Issue 2: Environmental Problems 
The second problem that has been recognised in the Room Service Department is environmental issues. Examining whether or not there is broken or old machinery, maintenance difficulties, or a need for renovation is part of this process. Older technology might slow down service and lower the quality of the in-room dining experience. Equipment and fixture breakdowns that require maintenance can cause delays and dissatisfaction for workers and customers alike (Selvanayagam and Thiagarajan, 2017). In addition, guests may form an inaccurate impression of the hotel's commitment to cleanliness and hygiene if the room service area or equipment is in disrepair.
These environmental factors should be assessed for their effect on service quality and customer satisfaction. Room service should go well and leave guests happy; if it doesn't, guests will be unhappy and the hotel's reputation will suffer. The room service department should undergo regular inspections and evaluations to spot any areas in need of upgrading. Refurbishment projects, equipment upgrades, and timely repairs are all options for making the workplace more pleasant and productive for employees.
Issue 3: Inefficient Order Processing 
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[bookmark: _Toc135442851]Figure 4:Review of the hotel on Tripadvisor (Asif, 2022)
The slowness in completing orders is a major problem in the room service at the Electra Palace Hotel (Asif, 2022). If guests have to wait too long for their orders or services, they may get dissatisfied and leave a negative impression of the establishment. Understanding the reasons for inefficiency and fixing them is crucial for solving this problem.
Issue 4: Limited Menu Options 
The limited menu options are accessible to guests at the Electra Palace Hotel are another major problem with the room service department (Electra, 2022). Dissatisfied customers and lost income potential are the results of a menu that lacks variety. The hotel can fix this problem by expanding the options available on the menu to suit a wider variety of tastes and dietary demands.
Issue 5: Ineffective Technology Integration 
The hospitality business relies heavily on the integration of technology to streamline operations and improve the client experience. However, the room service department of the Electra Palace Hotel is currently plagued by inefficiencies and wasted opportunities due to a lack of effective integration of technology.
[bookmark: _Toc135442840]Analysis and Evaluation
Effective and personalised room service relies heavily on thorough training. Industry data from STR Global shows that hotels that prioritise training and development for their staff see 24% more income per available room compared to those that do not (Agarwal, and Naidu, 2021). Service, visitor requests, and overall customer satisfaction can all be greatly improved with well-trained staff. There is a need to assess the Room Service Department's existing training programme at the Electra Palace Hotel.
Staff Training Program:
Electra Palace Hotel's Room Service Department's current training programme needs improvements to address performance and service quality concerns. An examination of evaluations revealed that delayed service and inaccurate orders accounted for almost 30 percent of all complaints (Booking.com, 2022). This points to a possible knowledge gap that needs to be filled by additional education.
The hotel needs to implement extensive training programmes to provide employees with the expertise they lack. Menus, communication skills, and providing excellent service to customers should all be part of the training. Staff should be well-prepared for any potential challenges through training that includes both role-play scenarios and real-world instances. The hotel should also offer periodic training sessions to keep employees abreast of changes in the hospitality sector. 
Kirkpatrick's training assessment model
Kirkpatrick's training assessment model is a helpful framework for doing this; it consists of four levels: reaction, learning, behaviour, and results. Using this framework, we can examine the strengths and weaknesses of the existing training programme at each stage.
Reaction level: The primary goal of the reaction stage is to assess the degree to which participants enjoyed the training (Reio et al., 2017). The hotel can gauge the training's usefulness, impact, and general quality by having employees fill out surveys or feedback forms afterwards. Room service delays are just one example of a possible inefficiency and lack of time management training that might be addressed by reading online reviews.
Learning level : In this stage of training, participants are tested on the information and abilities they have gained. The hotel can gauge its employees' grasp of the material covered in training and pinpoint any spots where more instruction is called for by administering examinations and quizzes.
Behaviour level: The behaviour level looks at how knowledge is used in the real world. The hotel can tell if the training improves employees' abilities and behaviour in providing room service by seeing how they perform on the job or by giving them assessments in real time. A breakdown in training-to-service delivery may be evidenced, for instance, if employees regularly serve visitors with wrong orders or display unprofessional behaviour.
Result level: The results level analyses how training affected things like customer retention, speed of service, and bottom line. (Reio et al., 2017) By comparing pre- and post-training measures, the hotel may determine if the training was successful in producing the anticipated outcomes. For instance, if reviewers frequently comment on guests' unsatisfactory experiences with room service, this could be indicative of a need for improved employee training.
Environmental Problems Solutions:
Evidence of the negative effects of environmental issues on productivity and customer satisfaction can be gathered from an examination of visitor feedback and internal records. Information can reveal patterns of dissatisfaction and reveal where adjustments are needed. The long-term advantages and return on investment of fixing these challenges can be demonstrated by referring to financial reports and industry data. Guest complaints about the Room Service department's environment have highlighted difficulties such as a lack of cleanliness and outdated technology. In order to boost service quality and customer happiness, it is essential to fix these issues.
Maintaining a regular schedule of inspections and audits can assist pinpoint problem areas in terms of cleanliness (Baquero, 2023). Cleanliness-related complaints can be greatly mitigated by instituting rigorous cleaning processes and offering staff training on hygiene practices. Improving functionality and guest happiness could also be achieved by increasing the allocation of maintenance money to the Room Service Department.
Inefficient Order Processing
The Electra Palace Hotel can implement Lean Six Sigma techniques to improve the efficiency of room service order processing. The goals of this approach are to standardise processes and get rid of unnecessary steps. The hotel can find areas of inefficiency and bottlenecks in the order processing system by conducting a thorough investigation and collecting pertinent data. The hotel can use Lean concepts to improve efficiency, for instance, if the data shows that the average time between order placement to delivery is 45 minutes and 20% of orders experience delays. To facilitate better communication and reduce misunderstandings between the kitchen, the service staff, and the visitors, visual management solutions like Kanban boards or digital order tracking systems can be implemented (Assaf, Josiassen and Cvelbar, 2012). The Electra Palace Hotel can increase efficiency, decrease wait times, and boost customer satisfaction by cutting out unnecessary steps and tweaking the order processing system.
Limited Menu Options 
The hotel can use data and statistics to learn about visitor preferences and trends and then adjust accordingly. Finding out which dishes are most well-liked by customers requires analysing their feedback, surveys, and online reviews. In addition, the hotel may better accommodate its customers by learning more about their demographics, cultural backgrounds, and dietary restrictions through market research and segmentation analysis (Osunsanmi et al., 2020). Working together with regional producers can also improve food selection. The hotel's chefs can provide guests with a unique meal since they use only the freshest, most unusual items. This strategy has the potential to boost room service sales, client satisfaction, and overall hotel profits.
Ineffective Technology Integration 
The hotel should think about getting a full-scale room service management system to deal with this problem. This system needs to have the ability to process orders automatically, manage stock in real-time, and allow for two-way contact with guests. Hotel kitchens, service workers, and visitors may all work together more efficiently with this kind of system in place. As a result, orders can be fulfilled more quickly, lines of communication can be strengthened, and service to customers can be boosted (Dalgic and Birdir, 2020).

[bookmark: _Toc135442841]Findings and result
Following an investigation of the environment and the industry, as well as the identification of the issues that have been identified as obstacles for the hotel company, Eectra palace hotel as a result, the table below gives a more detailed evaluation and description of the hotel's problem areas, as well as how the solutions can address these concerns.   
	Issue
	Area to be Focused
	Detail

	Staff Training Program
	Training and Development
	The existing training program should be enhanced by incorporating practical scenarios, role-playing, and cross-training opportunities. Ongoing training and professional development initiatives are essential to address skill gaps and foster a customer-centric culture.

	Environmental Problems
	Facilities and Maintenance
	Identified environmental issues, such as outdated equipment, maintenance problems, and the need for refurbishment, should be addressed promptly. Regular inspections, preventive maintenance measures, and investments in upgrades and refurbishments are recommended.

	Inefficient Order Processing
	Operational Processes
	Inefficiencies in order processing should be identified and streamlined to improve service efficiency. Utilizing technology solutions, such as automated order management systems, can enhance accuracy, speed, and customer satisfaction.

	Limited Menu Options
	Food and Beverage Offerings
	Expanding the menu options to cater to a wider range of dietary preferences and accommodating guests with special dietary needs can enhance customer satisfaction and attract a broader customer base.

	Ineffective Technology Integration
	IT and Operations
	Integration of technology in various operational processes, such as online ordering, inventory management, and customer feedback systems, can streamline operations and improve overall efficiency.

	Staff Training Program
	Training and Development
	The existing training program should be enhanced by incorporating practical scenarios, role-playing, and cross-training opportunities. Ongoing training and professional development initiatives are essential to address skill gaps and foster a customer-centric culture.


Analysing the identified concerns in the three-column table reveals that Electra Palace Hotel needs a multi-faceted approach to address the challenges it faces. Staff training should be improved to give more comprehensive training and to promote a customer-centric culture (Bonfanti, Vigolo and Yfantidou, 2021). To guarantee optimal functionality and aesthetics, environmental issues should be addressed as soon as possible through maintenance, upgrades, and refurbishments. Order processing can be made more effective by optimising operational processes and leveraging technology solutions. Increasing menu options and incorporating technology into various activities can improve consumer happiness and efficiency.
Further research, data, and statistics should be acquired from numerous sources, such as industry reports, consumer feedback, and financial records, to provide an in-depth analysis. This new information will reinforce the recommendations and allow the hotel to make more educated judgements about how to improve its room service department.
TOWS Matrix for Electra Palace Hotel
	
	External Factors

	
	Opportunities
· Growing global tourism industry
· Diversification of tourist segments
· Expansion of digital marketing and online booking platforms
· Development of sustainable tourism practices
· Government incentives for investment
	Threats
· Intense competition from other tourist destinations
· Economic instability and recessions
· Political instability and policy changes
· Security concerns and terrorism risks
· Environmental Impacts and Regulations

	Internal Factors
	Strengths
· Prime location in a tourist hub
· Strong brand reputation
· Luxurious facilities
· High-quality service
	SO Strategies
· Enhance marketing efforts to attract international tourists
· Introduce wellness and eco-tourism offerings
· Leverage technology for targeted advertising and bookings
· Implement green initiatives and promote eco-friendly practices
· Seek funding and tax incentives for infrastructure upgrades
	ST Strategies
· Differentiate through unique offerings and experiences
· Offer competitive pricing and value-added services
· Build strong relationships with government bodies
· Implement robust security measures and protocols
· Adopt sustainable practices and meet regulations

	
	Weaknesses
· Seasonal demand fluctuations
· Dependence on international tourists
· Limited domestic market and regional connectivity
· Limited room service menu options
· Inadequate technology integration
· Environmental sustainability challenges
· Relatively high operating costs
· Limited language proficiency among staff
	WO Strategies
· Develop packages and promotions for domestic tourists
· Collaborate with local businesses for regional connectivity
· Develop partnerships with online travel agencies
· Highlight sustainability initiatives in marketing campaigns
· Expand facilities and amenities
· Enhance menu options to cater to diverse customer preferences
· Improve technology integration to enhance operational efficiency and guest experience
· Develop multilingual training programs to improve staff communication with international guests
· Implement cost-saving measures to optimize operational costs and address pricing concerns
	WT Strategies
· Optimize operations to reduce costs and maintain competitiveness
· Diversify revenue streams and target resilient customer segments
· Monitor and adapt to policy changes
· Collaborate with local businesses to mitigate the effects of economic downturns on customer
· Address language proficiency issues through partnerships with language training providers
· Improve cost-efficiency through sustainable practices and process optimization



Table 4:TOWS Matrix for Electra Palace Hotel (Author)
A TOWS Matrix is used to look at the Electra Palace Hotel's internal strengths and weaknesses as well as its exterior opportunities and threats. We offer the SO, WO, ST, and WT methods to help you take advantage of your strengths, counteract your weaknesses, take advantage of opportunities, and lessen the impact of possible risks.
The Electra Palace Hotel can use these methods to come up with a plan that takes into account the hotel's strengths and weaknesses as well as the market's opportunities and risks. Taking the results of this TOWS study into account and acting on them will help the hotel improve its room service and general operations.
[bookmark: _Toc135442842]Action Plan
The Electra Palace Hotel's action plan is crucial since it lays out specific steps to take to fix the room service problems that have been identified. The hotel's operations, service quality, and guests satisfaction can all be improved by using the suggested measures. Improvements in personnel training, environmental protection, process simplification, and technological integration are just a few of the measures outlined in the action plan. It lays out a plan of action, establishes tangible goals, and specifies a timeframe and financial allocation for carrying out the plan. The hotel management can use the action plan as a roadmap to guide initiative prioritisation, resource allocation, and outcome monitoring (Elkhwesky et al., 2022).
	Number
	Issue
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Staff Training Program
	Enhance the training program by incorporating practical scenarios, role-playing, and ongoing professional development.
	Improve service quality, enhance staff skills, and provide a personalized and efficient room service experience.
	4 months
	31/10/2023
	£4000

	2
	Environmental Problems
	Address maintenance issues, update equipment, and schedule regular inspections and preventive maintenance.
	Enhance service quality, improve guest experience, and ensure efficient operations in the room service department.
	8 months
	31/12/2023
	£4,000

	3
	Inefficient Order Processing
	Implement a streamlined order processing system with clear protocols and efficient communication channels.
	Reduce errors and delays, enhance efficiency in fulfilling guest orders, and improve overall service quality.
	3 months
	30/09/2023
	£4,000

	4
	Limited Menu Options
	Conduct market research, analyze guest preferences, and expand menu offerings with diverse options.
	Cater to a wider range of guest preferences, increase customer satisfaction, and attract new customers.
	6 months
	30/11/2023
	£4000

	5
	Ineffective Technology Integration
	Invest in technology upgrades and integrate systems for seamless guest experiences and efficient operations.
	Improve operational efficiency, enhance guest satisfaction, and stay competitive in the industry.
	10 months
	31/03/2024
	£4,000


Table 5: Action Plan (Author)
[bookmark: _Toc135442843]Recommendations
· Improve service quality and deliver a customised room service experience by enhancing the employee training programme to include practical situations, continuous development, and a focus on customer service.
· Improve service quality and operational efficiency while also reducing environmental impact through sustainable practices, frequent maintenance checks, and equipment upgrades.
· In order to ensure that room service orders are processed quickly and accurately, it is possible to implement streamlined order processing systems ((Soteriades and Varvaressos, 2015).
· Increase menu variety to meet the needs of guests with varying tastes, dietary restrictions, and cultural expectations, allowing for a more custom experience.
· Use digital technologies for taking orders, displaying menus, and facilitating two-way communication to boost productivity and delight customers.
· Create a room service culture that is focused on the guest experience by reinforcing the value of excellent service, meticulous attention to detail, and one-on-one contact.
· To identify areas for future improvement and make required adjustments, it is important to regularly monitor and analyse the action plan's implementation and to solicit input from visitors and personnel (Shawky, Aziz and Mayouf, 2015).
· Create metrics like customer satisfaction levels, order fulfilment times, and revenue growth that can be used to evaluate the project's efficacy.
· To guarantee the action plan's success, it's important to set a reasonable budget and distribute resources accordingly.
The Electra Palace Hotel's room service department can be more productive, provide higher-quality service, and ensure more satisfied guests by implementing these recommendations. The hotel can improve the quality of service provided to visitors in their rooms while also increasing productivity, customer satisfaction, and revenue by emphasising training, technology, customer service, and operational upgrades. By constantly assessing performance, businesses may better meet the evolving demands of their customers and stay ahead of the curve.

[bookmark: _Toc135442844]Conclusion
Several important discoveries and suggestions have emerged from our investigation of the Electra Palace Hotel's room service. The identified difficulties, such as gaps in the employee training programme and environmental challenges, have been investigated and analysed at length. The action plan details concrete steps to take to fix these problems and enhance the business as a whole, as well as the experience for guests. The hotel may improve its service quality, productivity, and guests' overall contentment by taking the suggested measures. The planned changes to the training programme will equip workers with the know-how to provide speedy, individual service to guests in their rooms. Fixing environmental problems, such as broken down machinery and neglected upkeep, will make guests' stay more comfortable and productive. The action plan can only be effective with the full support of the hotel's management and employees. Implemented initiatives can be tracked for progress and fine-tuned through regular monitoring and evaluation.
Finally, I'd want to show my appreciation to the Electra Palace Hotel for allowing me to work on this consultation assignment. It has been a pleasure analysing the hotel's room service operation and working with management to provide useful feedback. I am confident that the Electra Palace Hotel will be able to provide its visitors with a superior level of service by enacting the suggested measures. I am confident in my capacity to supply the hotel with effective solutions and support if and when it requires further consultation services in the future.
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I recently had the opportunity to experience the room service at Electra Palace Hotel, and |
would like to provide a review based on my observations and interactions.

Slow Response Time: One of the main issues | encountered was the slow response time for
room service requests. It often took longer than expected for staff to answer the phone and
fulfill the orders.

Limited Menu Options: The menu offered by the room service department was quite limited
in terms of variety and choices. There were only a few options available for different dietary
preferences and tastes.
Inconsistent Food Quality: While some dishes were delicious, there were instances where
the food quality did not meet expectations. This inconsistency in food quality can be
attributed to issues in the kitchen, such as inadequate training of chefs or lack of quality
control measures.

Communication and Language Barrier: There were instances where | experienced
difficulties in communicating my order to the room service staff due to language barriers.

Presentation and Packaging: The presentation and packaging of the food delivered to the

room could be improved. Some dishes lacked proper garnishing or arrived in unappealing
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© Reviewers' choice Reviewed: 30 April 2023 .
) 10
Great place to stay enhanced by its staff

® - The friendliness and helpfulness of the staff. a very special mention to Sofia, the Customer
Relations Manager, she goes out of her way to help and solve issues, with a rarely seen great attitude
and a fantastic smile.

The location, allows to walk to the Acropolis, the downtown action, the Parliament, etc.
The 8th floor restaurant and terrace afford a magnificent view of the Acropolis

@ - nothing

o, Hotel response:

Dear Mr. Andres,
Thank you very much for your lovely commen... Continue reading

W Helpful e Not helpful

Reviewed: 15 May 2023 m
Recommended for stay
® - The staff were nice and the view from the cafe during breakfast was superb

@ - The variety of breakfast. Would be nice to have some variety everyday. The pool was close for
renovation and we were unable to get the view from there.

o, Hotel response:

Dear Mrs. Audrey,
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