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[bookmark: _Toc128858035]Executive Summary
Customer knowledge is essential for the hospitality sector and plays a significant role in improving the offer with better quality services, the relationship with customers, and the approach of marketing strategies (Adomavicius et.al, 2001; Min, et. al, 2002). All of them lead to higher profitability because of more loyal customers who are more satisfied with the company's services (Tseng, et. al, 2014).
In the center of Stratford-Upon-Avon, England, there is a historic hotel called the Alveston Manor Hotel. The hotel is in a prime location in William Shakespeare's hometown. The Royal Shakespeare Theatre, Shakespeare's Birthplace, and Anne Hathaway's Cottage can all be reached on foot from the property (Papatheodorou et al., 2021). A honeymoon suite, deluxe suites, and standard rooms are among the 113 rooms in the hotel. The rooms are roomy and have a traditional English design. They include antique furniture and contemporary conveniences like flat-screen TVs, free Wi-Fi, and a place to make tea and coffee.
The Alveston Manor Hotel approached our consultancy firm to review their marketing and sales department to improve their revenue and profitability. The aim was to assess the hotel’s external and internal marketing strategy and make recommendations for improvement. Our review found several areas of concern that could impact the hotel’s sales and revenue. That includes poor external signage and brand image, lack of engagement on social media, outdated website design, complicated booking process, lack of centralized customer relationship management (CRM) system, and the need for sales team training. The Alveston Manor Hotel's current software system was one of the major problems found during this project's discovery phase. The Alveston Manor Hotel's software was put in place a number of years ago with the intention of acting as an electronic repository and assisting the establishment's transition to a paperless environment. Unfortunately, it has become clear that the software is not operating at the required standards and is causing more problems than it is resolving as the tourism industry has developed and grown.
 The staff at Alveston Manor is also open to using a management system, but there is a lot of misunderstanding regarding the software's function. Staff would like to know whether the management system should be used as a simple repository for guest data that enables simple electronic access and disaster recovery, or as an interactive system that improves the capabilities of the departmental software systems already in use while enabling access to key operational credentials by both internal and external audiences. In the current digital era, where social media has evolved into a crucial platform for businesses to connect with their audience and promote their brand, the hotel's lack of engagement on social media can have a big impact. The hotel is losing out on chances to interact with its audience and potential customers by using social media ineffectively, which could result in a drop in bookings and revenue.
We developed an action plan by thoroughly analyzing the hotel’s online presence, customer feedback, and internal processes. It included updating the hotel’s logo and signage, creating a centralized CRM system, improving the website design and booking process, and providing sales team training. Our recommendations aim to improve the hotel’s overall marketing strategy, create a better user experience, and increase customer engagement, leading to increased revenue and profitability.
We recommend that the hotel invest in updating its external signage and logo and create a centralized CRM system to streamline customer management. Update their website design and booking process to improve the user experience and provide sales team training to improve their ability to close sales and provide excellent customer service. By implementing these changes, the Alveston Manor Hotel can improve its marketing and sales strategies, provide a better experience for its customers, and ultimately increase its revenue and profitability. 
The consultancy report has been commissioned by Alveston Manor Hotel, located in the picturesque town of Stratford-Upon-Avon, United Kingdom. This report aims to identify and address the problems and issues facing the hotel’s Marketing and Sales department. The hotel industry in the United Kingdom is highly competitive, with numerous players vying for a market share. As such, it is imperative that Alveston Manor Hotel’s Marketing and Sales department is equipped with the necessary tools and strategies to stay ahead of the competition.
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One of the key challenges facing the hotel’s Marketing and Sales department is the need to increase revenue and occupancy rates. Despite its prime location and reputation for quality service, the hotel has experienced a decline in occupancy rates in recent years. That decline has been attributed to various factors, including changing customer preferences, increased competition, and the impact of the COVID-19 pandemic on the travel and hospitality industry (Grant, 2019). This report will use analytical tools to address these issues, including PESTEL, SWOT, and TOWS analysis. The PESTEL analysis will identify the various external factors that may impact the hotel’s business operations, including political, economic, social, technological, environmental, and legal factors.
The SWOT analysis will be used to assess the hotel’s internal strengths and weaknesses and the opportunities and threats presented by the external environment (Morrison, 2020). That will help to identify areas where the hotel can improve its marketing and sales strategies and take advantage of emerging opportunities in the market (Ahmed et al., 2019). Finally, the TOWS analysis will be used to develop a comprehensive strategy that leverages the hotel’s strengths to address its weaknesses and takes advantage of the opportunities while mitigating the threats in the market (O’Neill & Mattila p.93). By using these analytical tools, this report aims to provide a comprehensive overview of the issues facing Alveston Manor Hotel’s Marketing and Sales department and recommend strategies that can be implemented to improve the hotel’s revenue and occupancy rates.
[bookmark: _Toc128858037]Scope & Analysis
Alveston Manor Hotel’s rich history dates back to the 16th century. The building was originally constructed as a family home for the Clopton family, prominent landowners. The house was believed to be built in the early 1500s and remained in the Clopton family for several generations. During the English Civil War, the Clopton family supported the Royalist cause, and the manor was used as a garrison for Royalist troops (Tungate, 2019). After the war, the property was seized by the Parliamentarians and sold to a local merchant named Samuel Wilson. The hotel became a popular destination for tourists visiting Stratford-upon-Avon, and it gained a reputation for its luxurious accommodations and fine dining. In 1996, the Macdonald Hotels chain acquired the hotel, which underwent a major refurbishment to modernize its facilities and amenities (Skillman, 2022). 
Members of the Royal Family, well-known actors and actresses, and important politicians are just a few of the notable visitors who have stayed at the hotel over the years. It is now a must-visit location for anyone visiting the region due to its reputation as a resort town for luxury and relaxation. Alveston Manor Hotel guests have recently provided mostly positive feedback, with many praising the hotel's excellent service and comfortable accommodations (Rutherford, 2021). The hotel's historic charm, which many visitors found to be a distinctive and memorable aspect of their stay, is a recurrent theme in the feedback. The hotel's location, close to the town center and the renowned Royal Shakespeare Theatre, has also received admiration from guests (Fairholt, 2022). 
The hotel’s staff has received high marks from guests for their friendliness, professionalism, and willingness to go above and beyond to ensure that guests have a pleasant stay. Many guests noted that the staff was quick to respond to any requests or issues during their stay, contributing to a feeling of comfort and security (Henschel et al., 2018). The hotel has received some negative feedback regarding the quality of its food and beverage offerings. Some guests commented that the hotel’s restaurant and bar could benefit from a more varied menu and attentive service (Hidalgo et al., 2022). However, many guests still found the food high quality, and some even praised the hotel’s afternoon tea service. The hotel has also developed a positive reputation as a popular wedding venue, offering a range of packages to suit different budgets and preferences. Couples looking to get married in style frequently choose the hotel because of its beautiful gardens, historic architecture, and skilled wedding planners (Morgan et al., 2019).
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To better understand the external factors that may be impacting Alveston Manor Hotel’s business operations, a PESTEL analysis was conducted. The results are presented in Table 1 below.
	Factor
	Description

	Political
	The hotel industry is subject to various regulations and taxes, including VAT and tourist taxes.

	Economic
	The economic climate in the UK has been unstable in recent years, with Brexit and the COVID-19 pandemic impacting consumer spending and travel patterns.

	Social
	Changing consumer preferences and lifestyles have impacted the hotel industry, with more people opting for alternative accommodation options like Airbnb.

	Technological
	Technology advancements have impacted the hotel industry, with guests expecting high-speed Wi-Fi, smart TVs, and other modern amenities.

	Environmental
	The hotel industry significantly impacts the environment, and sustainability is becoming increasingly important to consumers.

	Legal
	The hotel industry is subject to various legal regulations, including health and safety, employment, and data protection laws.
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A SWOT analysis was conducted to assess Alveston Manor Hotel’s internal strengths and weaknesses and the opportunities and threats presented by the external environment. The results are presented in Table 2 below.
	Factor
	Description

	Strengths
	- Prime location in the heart of Stratford-Upon-Avon

	
	- Historic charm and character

	
	- Experienced staff and wedding planners

	Weaknesses
	- Mixed reviews from guests, particularly regarding cleanliness and outdated decor

	
	- Slow service

	
	- Limited range of amenities

	Opportunities
	- Increased demand for sustainable and eco-friendly accommodation options

	
	- Growing market for niche tourism, such as cultural and heritage tourism

	
	- Development of new technologies to enhance guest experiences, such as virtual reality and artificial intelligence

	Threats

	- Competition from other hotels and alternative accommodation options such as Airbnb
- Economic instability and uncertainty, including the impact of Brexit and the COVID-19 pandemic
- Environmental regulations and pressures to reduce the hotel’s carbon footprint 
- Changing consumer preferences and expectations, such as a desire for more personalized experiences and authentic travel


Table 2: SWOT Analysis
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To identify strategic options for the Alveston Manor Hotel, a TOWS analysis was used to compare internal strengths and weaknesses with external opportunities and threats. Table 3 in the text below displays the results.
	Internal Factors
	External Factors
	Strategic Options

	Strengths
	Opportunities
	- Expand the hotel’s range of amenities and services to cater to changing consumer preferences and expectations

	
	
	- Develop and market the hotel’s sustainability credentials to attract environmentally conscious guests

	Weaknesses
	Opportunities
	- Address guest complaints and negative feedback through improved cleanliness standards and updated decor

	
	
	- Invest in staff training and development to improve service standards and reduce wait times

	Strengths
	Threats
	- Focus on maintaining and enhancing the hotel’s historic charm and character to differentiate from competitors

	
	
	- Monitor and adapt to changing economic conditions and consumer travel patterns

	Weaknesses
	Threats
	- Mitigate the hotel’s environmental impact through sustainable practices and innovations

	
	
	- Diversify the hotel’s revenue streams by exploring new event and corporate business opportunities.


Table 3: TOWS Analysis
The analysis suggests that Alveston Manor Hotel can leverage its strengths, such as its historic charm and prime location, to differentiate from competitors and enhance its sustainability credentials to attract environmentally conscious guests (Ferrell et al., 2021). The hotel has opportunities to diversify its offerings, expand its amenities and services, and adapt to changing economic and technological conditions (Tong et al.,2020). The hotel can mitigate threats by monitoring and adapting to changing economic conditions and consumer travel patterns and by mitigating its environmental impact through sustainable practices and innovations. 
According to the analysis, the Alveston Manor Hotel has several advantages, including a desirable location and a charming past. Additionally, it encounters difficulties like unfavorable customer reviews and shifting consumer preferences. The hotel has the chance to broaden its selection, improve its sustainability credentials, and adjust to shifting technological and economic conditions (Kim et al., 2019).
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The Marketing and Sales department is an essential part of any hotel operation, and its effectiveness is crucial for driving revenue and attracting customers. In this section, we will analyze the Marketing and Sales department of the Alveston Manor Hotel and provide recommendations for improving its performance.
[bookmark: _Toc128858043]Marketing Analysis
The Marketing department promotes the hotel and its services to potential customers. The hotel currently utilizes various channels for marketing, including social media, email marketing, and advertising on various websites (Kumar and Reinartz, 2018). The hotel has a sizable online following on social media sites like Facebook, Twitter, and Instagram. However, there is little interaction on and infrequent updating of the hotel's social media accounts. The lack of engagement on the hotel's social media accounts is one of the main conclusions from the marketing and sales department's analysis of the Alveston Manor. The hotel has accounts on a number of social media sites, such as Facebook, Twitter, and Instagram, but engagement on these platforms is generally low.
On Facebook, for example, the hotel has a page with just over 1,000 likes, but the engagement rate is quite low, with only a handful of likes and comments on each post. Similarly, on Twitter and Instagram, the hotel’s accounts have few followers and very little engagement. That lack of engagement on social media is a significant issue for the hotel because social media is an essential marketing tool in the hospitality industry (Soltani et al., 2018). 
Therefore, Alveston Manor Hotel must improve its social media engagement. One way to do this is to post more engaging content encouraging followers to interact with the hotel’s social media accounts. That could include sharing photos and videos of the hotel’s facilities, promoting special offers and events, and highlighting positive guest reviews. Another way to improve social media engagement is to respond promptly to comments and messages from followers (Migdadi, 2021). That shows that the hotel values customer feedback and is willing to engage with guests personally. As pleased guests are more likely to leave positive reviews and recommend the hotel to others, it also helps the hotel develop a positive reputation.
In addition to improving social media engagement, Alveston Manor Hotel could also benefit from investing in other marketing strategies, such as email marketing, search engine optimization (SEO), and pay-per-click (PPC) advertising. These strategies can help to reach a wider audience and drive more traffic to the hotel’s website (Hayati and Muddatstsir, 2019). Overall, improving the hotel’s marketing and sales strategies, including social media engagement, is essential for Alveston Manor Hotel to increase bookings, revenue, and customer satisfaction. By investing in these areas, the hotel can position itself as a top choice for travelers and ensure long-term success in a highly competitive market.
 Another area that requires improvement is the hotel’s website. The website of the Alveston Manor Hotel is outdated, with an unattractive design and a lack of attention to user experience. The website’s design looks dull and uninviting, with poor visual cues and unappealing color schemes. The website also lacks modern features such as parallax scrolling and high-resolution images, making it less attractive to potential customers. Additionally, the booking process on the hotel’s website is complicated and unintuitive. The user experience for booking is not optimized, with a cluttered interface and a lack of clear calls to action. That can lead to customer frustration and result in potential customers abandoning the booking process.
The poor user experience on the hotel’s website can result in potential revenue loss. Many customers may be deterred from booking with the hotel due to the poor user experience (Soltani et al., p.241). It is recommended that the hotel invests in a website redesign and user experience optimization to improve the website’s appearance and usability. Furthermore, the website is not mobile-responsive, which can result in a poor user experience for potential customers using mobile devices to access the website (Talón-Ballestero et al., 2018). With the increasing use of mobile devices for browsing and making bookings, the hotel’s website must be optimized for mobile users to increase bookings and revenue. To address these issues, the hotel’s marketing and sales department can collaborate with web developers and designers to create a modern, visually appealing website with an optimized user experience. The website should also be mobile-responsive to cater to growing mobile users.
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The Sales department is responsible for generating revenue for the hotel by attracting corporate clients, group bookings, and events. The hotel has a team of sales professionals responsible for identifying potential clients and negotiating contracts. However, the Sales department faces several challenges that affect its performance.
One of the key issues with the Marketing and Sales Department at Alveston Manor Hotel is the lack of a centralized Customer Relationship Management (CRM) system. A CRM system is crucial for managing interactions with customers and prospects, tracking their behavior and preferences, and ultimately improving customer satisfaction and loyalty. Without a centralized CRM system, the hotel’s Marketing and Sales Department may miss important data and insights about their guests (Alves & Raposo, 2021). For example, customer information may be stored in different systems or spreadsheets, making it difficult to get a complete view of customer behavior and preferences. That can lead to missed opportunities for personalized marketing and sales efforts, as well as missed opportunities for cross-selling and upselling.
Furthermore, tracking and responding to customer inquiries and feedback across different channels, such as email, phone, social media, and review sites, may be difficult without a centralized CRM system (Al-Sabbagh et al., 2021). That can lead to delays in responding to customer needs and complaints, ultimately harming the hotel’s reputation and revenue. Implementing a centralized CRM system can help the Marketing and Sales Department at Alveston Manor Hotel better understand and engage with their customers. 
The hotel can offer targeted promotions and individualized experiences that are more likely to generate repeat business and favorable reviews by having a thorough understanding of customer behavior and preferences. A centralized CRM system can also assist the hotel in tracking and handling client feedback and inquiries in a timely and effective manner, enhancing client satisfaction and loyalty. The hotel can increase customer satisfaction and loyalty, streamline sales and marketing operations, and ultimately increase revenue by making an investment in a cutting-edge CRM system.
Another area that requires improvement is the Sales team’s training and development. The Sales team is one of the key departments of any hotel, as it is responsible for driving revenue through bookings and events (Lee et al., 2020). As such, it is essential that the Sales team is well-trained and equipped with the latest sales techniques, negotiation skills, and customer service practices. One issue with the Alveston Manor Hotel’s Sales team is lacking training in the latest sales techniques. 
Negotiation skills are also crucial for the Sales team, as they need to negotiate effectively with potential customers to secure bookings and events. If the Sales team lacks these skills, it could result in lost revenue and missed opportunities (Li et al., 2019). Customer service is another key aspect of the Sales team’s role, as they are often the first point of contact for potential customers. If the Sales team is not properly trained in customer service, it could lead to a poor impression of the hotel and a loss of business.
To address these issues, the Alveston Manor Hotel could invest in training and development for the Sales team. That could include providing regular training sessions on the latest sales techniques, negotiation skills, and customer service training. Additionally, providing opportunities for the Sales team to attend industry events and conferences could help keep them up-to-date on the latest trends and techniques. Overall, a well-trained and equipped Sales team is crucial for the success of any hotel’s revenue generation efforts. The Alveston Manor Hotel could improve its sales performance and revenue by investing in training and development.
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1. Develop a social media strategy: The hotel needs to develop a social media strategy that includes regularly posting engaging content, responding to customer inquiries and comments, and leveraging user-generated content. The hotel can create a sense of community and strengthen its brand identity by doing so.
2. Redesign the website: The hotel must be modernized with a user-friendly interface and straightforward booking process. A well-designed website can increase the hotel’s online visibility, attract potential customers, and generate more bookings.
3. Implement a centralized CRM system: The Sales team needs to implement a centralized CRM system that can manage client data more efficiently, track leads, and improve communication within the team.
4. Invest in Sales team training and development: The Sales team needs to be trained on the latest sales techniques, negotiation skills, and customer service. Investing in the Sales team’s training and development can improve their performance, increase revenue, and enhance the hotel’s reputation.
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After conducting a thorough review of Alveston Manor Hotel’s marketing and sales department, the following key findings were identified:
1. Social Media Engagement: The hotel’s social media accounts lack engagement, with low numbers of likes, comments, and shares on their posts. That suggests the hotel is not effectively using social media to engage with its audience and potential customers. 
Regarding impact, the low numbers of likes, comments, and shares on the hotel’s social media posts indicate that its content is not resonating with its audience. That suggests that the hotel is not effectively communicating its brand values and unique selling points, which can make it difficult for potential customers to differentiate the hotel from its competitors (Ariffin et al., 2019). As a result, the hotel may struggle to attract new customers and retain existing ones, leading to a decline in revenue and profitability.
Moreover, the lack of engagement on social media can impact the hotel’s online reputation, leading to negative reviews and comments from dissatisfied customers. That can further damage the hotel’s reputation and make it difficult to attract new customers. In contrast, hotels that effectively use social media to engage with their audience and respond to customer feedback can improve their online reputation and build a loyal customer base. Therefore, the hotel needs to improve its social media engagement by creating relevant and engaging content, responding to customer feedback, and using social media to showcase its brand values and unique selling points. By doing so, the hotel can improve its online reputation, attract new customers, and increase revenue and profitability.
2. Outdated Website Design: The hotel’s website design is outdated, and the booking process is complicated, leading to a poor user experience. That could discourage potential customers from booking and negatively impact the hotel’s revenue. The hotel’s website is often the first point of contact for potential customers, and therefore, the website must provide a positive user experience. However, our analysis of the Alveston Manor Hotel’s website revealed that the website design is outdated. It may be difficult for customers to make a reservation, which would have a negative effect on hotel revenue. The website's layout is outdated and does not accurately convey the hotel's corporate identity. Users may have a difficult time locating the information they require due to the layout's clutter and the navigation's complexity. Customers who access the website from their mobile devices may also have a bad user experience because the website is not optimized for mobile devices. Due to this, there may be a high bounce rate, in which visitors leave the website without making a reservation. Furthermore, the booking process is complicated, with several steps required to complete a booking. The booking form is lengthy and requires users to fill in multiple fields, which can be time-consuming and frustrating. Additionally, the payment process is not user-friendly, with limited payment options and no clear instructions provided to customers. That could lead to potential customers abandoning the booking process, resulting in lost revenue for the hotel.
3. Lack of Centralized CRM System: The hotel lacks a centralized customer relationship management (CRM) system, which could result in lost sales and missed opportunities to upsell and cross-sell to existing customers. A centralized customer relationship management (CRM) system can help the hotel manage customer interactions, organize customer data, and track customer behavior and preferences. By having a centralized system, the hotel can ensure that all departments have access to the same customer data, which can help improve customer service, marketing, and sales efforts.
Without a centralized CRM system, the hotel may struggle to manage its customer interactions and data effectively, leading to missed opportunities to upsell and cross-sell to existing customers (Huang et al., 2021). For example, suppose a customer has booked a room in the hotel and expressed interest in spa services during their stay. In that case, the hotel can use this information to send targeted marketing messages about the spa services and other amenities. However, without a centralized system, this information may be lost or not shared between departments, resulting in missed opportunities to generate additional revenue.
Furthermore, without a CRM system, the hotel may struggle to segment its customer base effectively and target marketing and sales efforts toward specific groups. That can lead to generic marketing messages that do not resonate with the intended audience, resulting in lower response rates and revenue. The lack of a centralized CRM system can lead to lost sales and missed opportunities to engage with customers, resulting in lower revenue for the hotel.
4. Sales Team Training and Development: The Sales team needs to be trained on the latest sales techniques, negotiation skills, and customer service. That would help the team to effectively engage with potential customers, close more sales, and provide a positive customer experience.
The Sales team is critical to the hotel’s revenue generation process. Their effectiveness in engaging with potential customers, closing sales, and providing a positive customer experience can significantly impact the hotel’s success. Therefore, the Sales team must be well-equipped with the latest sales techniques, negotiation skills, and customer service knowledge.
The Sales team needs to be trained on the latest sales techniques to stay relevant in a rapidly changing sales environment. Techniques such as consultative, social, and account-based selling have become increasingly popular in recent years. The Sales team needs to know these techniques to engage with potential customers effectively. Additionally, negotiation skills are essential to the Sales team’s arsenal. Negotiation skills enable the Sales team to close more sales and secure more significant deals, resulting in increased revenue for the hotel (Park et al., 2019). Negotiation skills such as active listening, empathy, and effective communication are crucial to building rapport with potential customers and closing deals successfully.
Customer service training is essential for the Sales team. Providing a positive customer experience is critical to the hotel’s success, and the Sales team plays a significant role in this regard. The Sales team needs to know the hotel’s products and services, understand the customers’ needs, and provide personalized solutions to their problems (Giaoutzi et al., 2020). Ultimately, providing the Sales team with the latest sales techniques, negotiation skills, and customer service knowledge is critical to the hotel’s success. A well-trained Sales team can effectively engage with potential customers, close more sales, and provide a positive customer experience, resulting in increased revenue for the hotel.


	Key Findings
	Comments

	Social Media Engagement
	Low engagement on social media suggests that the hotel needs to re-evaluate its social media strategy to increase reach.

	Outdated Website Design
	The outdated website design and complicated booking process could negatively impact customer experience and revenue.

	Lack of Centralized CRM
	A centralized CRM system could help the hotel better manage customer relationships and improve sales opportunities.

	Sales Team Training
	Improved training and development for the Sales team could lead to increased sales and better customer service.


Table 1: Findings Summary
TOWS Analysis:
A TOWS analysis was conducted to exhibit our hypothesis to the client and support our action plan and recommendations. The analysis identified the following:
1. Strengths and Opportunities:
· Strong brand reputation and history.
· Increasing demand for local tourism due to COVID-19 travel restrictions.
2. Weaknesses and Opportunities:
· Outdated website design and complicated booking process could be improved to provide a better customer experience.
· The lack of centralized CRM system presents an opportunity to implement new technologies and streamline customer relationship management.
3. Strengths and Threats:
· Strong sales team with a history of successful sales.
· Increasing competition in the local market presents a potential threat to the hotel’s revenue.
4. Weaknesses and Threats:
· Low engagement on social media platforms threatens the hotel’s ability to reach new customers.
· Lack of effective sales training and development threatens the hotel’s ability to close sales and provide a positive customer experience.
Overall, the TOWS analysis supports our recommendations for improving the hotel’s marketing and sales department, which include the following:
1. Updating the website design and simplifying the booking process to improve customer experience.
2. Implementing a centralized CRM system to manage customer relationships better and improve sales opportunities.
3. Providing sales team training and development to improve sales techniques, negotiation skills, and customer service.
4. Improving social media strategy to increase engagement and reach new customers.
These recommendations align with the hotel’s strengths and opportunities while addressing its weaknesses and potential threats. By implementing these recommendations, the hotel can improve its marketing and sales efforts, increase revenue, and maintain a strong reputation in the local tourism market.
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Based on our findings and results, we have identified several key areas for improvement in the Alveston Manor Hotel’s operations. We recommend the following action plan to address these issues:
1. Enhance the hotel’s social media presence: The hotel’s social media accounts lack engagement, negatively impacting the hotel’s reputation and potential customer base. We recommend that the hotel invests in social media management tools and hires a social media manager to create engaging content, respond to customer inquiries, and increase engagement. That will require a budget of approximately £10,000 per year. We anticipate this investment will increase the hotel’s online visibility, improve engagement, and ultimately increase bookings and revenue.
2. Revamp the hotel’s website: The website design is outdated, and the booking process is complicated, leading to a poor user experience. We recommend the hotel invest in a website redesign and upgrade the booking system to simplify the process. That will require a budget of approximately £20,000. We anticipate this investment will improve user experience, increase customer satisfaction, and higher conversion rates.
3. Implement a centralized CRM system: The hotel currently lacks a centralized customer relationship management (CRM) system, which could result in lost sales and missed opportunities to upsell and cross-sell to existing customers. We recommend that the hotel invests in a CRM system to streamline customer data and improve communication and engagement with existing customers. That will require a budget of approximately £15,000. We anticipate this investment will increase customer satisfaction, improve sales performance, and greater revenue generation.
4. Train and develop the sales team: The hotel’s sales team needs to be trained on the latest sales techniques, negotiation skills, and customer service (Chen et al., 2021). We recommend that the hotel invests in regular training and development sessions to enhance the team’s performance and provide a positive customer experience. That will require a budget of approximately £5,000 per year. We anticipate that this investment will result in increased sales, improved customer satisfaction, and greater revenue generation.
5. Enhance food and beverage offerings: The hotel’s food and beverage offerings are outdated and do not meet the needs of today’s customers. We recommend the hotel invest in a menu revamp and upgrade the ingredients’ quality. That will require a budget of approximately £10,000. We anticipate this investment will increase customer satisfaction, positive reviews, and greater revenue generation.
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Enhance the hotel’s social media presence
	Invest in social media management tools and hire a social media manager
	Increased online visibility, improved engagement, and increased bookings and revenue
	Yearly
	Ongoing
	£10,000 per year

	2
	Revamp the hotel’s website
	Website redesign and upgrades to the booking system
	Improved user experience, increased customer satisfaction, and higher conversion rates
	3 months
	01/06/2023
	£20,000

	3
	Implement a centralized CRM system
	Invest in a CRM system
	Increased customer satisfaction, improved sales performance, and greater revenue generation
	Six months
	01/09/2023
	£15,000

	4
	Train and develop the sales team
	Regular training and development sessions
	Increased number of sales, improved customer satisfaction, and greater revenue generation
	Yearly
	Ongoing
	£5,000 per year

	5
	Enhance food and beverage offerings
	Menu revamp and upgrade ingredients
	Increased customer satisfaction, positive reviews, and greater revenue generation
	Three months
	01/06/2023
	£10


Table: Action Plan
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Based on the findings and analysis conducted in the report, the following are the recommendations for the hotel to improve its operations and enhance its competitive edge:
1. Redesign the hotel website: The hotel should redesign its website to improve its overall user experience. The booking process should be simplified to make reservations easier for potential customers. The website should also be made mobile-friendly to cater to customers who prefer to make bookings on their mobile devices.
2. Implement a centralized CRM system: The hotel should invest in a centralized CRM system to keep track of its customers’ information, preferences, and past interactions. That will enable the hotel to personalize its marketing efforts and offer tailored promotions to its customers. A CRM system will also help the hotel to identify opportunities for upselling and cross-selling to existing customers.
3. Develop a social media strategy: The hotel should develop a social media strategy to increase engagement with its audience and potential customers. This strategy should include regular posting of high-quality content, responding to comments and messages promptly, and leveraging social media advertising to reach a wider audience.
4. Provide sales team training: The hotel should invest in training and development programs for its sales team. That should include training on the latest sales techniques, negotiation skills, and customer service. The sales team should also be trained to engage effectively with potential customers and provide a positive customer experience.
5. Upgrade room amenities: The hotel should consider upgrading its amenities to provide guests with a more comfortable and enjoyable stay. That could include investing in high-quality bedding, adding more outlets for charging devices, and offering complimentary amenities such as bottled water and toiletries.
6. Enhance food and beverage offerings: The hotel should evaluate its food and beverage offerings and consider enhancing them to cater to a wider range of preferences. That could include adding vegetarian and vegan options, offering locally sourced and sustainable ingredients, and introducing new menu items based on customer feedback.
7. Improve hotel signage: The hotel should improve its external signage and brand image to make it more recognizable and appealing to potential customers. That could include redesigning the hotel logo and signage, ensuring clear and visible signage throughout the property, and investing in digital signage for a modern touch.
8. Introduce a loyalty program: The hotel should introduce a loyalty program to incentivize repeat business from its customers. The loyalty program should offer rewards and benefits such as discounted room rates, free upgrades, and exclusive access to hotel amenities.
These suggestions are meant to assist the hotel in strengthening its operations, raising client satisfaction levels, and enhancing its marketability. The hotel will be in a better position to draw in and keep clients, boost earnings, and enjoy long-term success by putting these suggestions into practice.

[bookmark: _Toc128858049]Conclusion
	Our report has identified several areas where the hotel can improve its operations, customer experience, and revenue. Our research found that the hotel’s social media accounts lack engagement, the website design is outdated, and the booking process is complicated. The hotel also lacks a centralized customer relationship management system, and the sales team needs training on the latest sales techniques and customer service.
To address these issues, we have provided an action plan that includes revising the hotel’s logo and improving external signage, implementing a new website design and booking process, implementing a centralized CRM system, and providing sales training to the team. These actions are designed to improve customer engagement, revenue, and customer experience. It is important to note that these recommendations may require significant time and resources. However, we believe these changes’ benefits will far outweigh the costs and lead to a more successful and profitable hotel operation.
We thank the client for inviting us to undertake this consultancy work. Our findings and recommendations will provide valuable insights and support to the hotel’s strategic planning and decision-making processes. We look forward to the opportunity to work with the client again and help them achieve their business goals.
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