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[bookmark: _Toc166964081]Executive summary:
Elite Solutions Consulting provides this executive summary for a comprehensive overview of the consultancy report that has been conducted for The Grand Oasis Hotel. This report mainly talks about the challenges within the front desk department and its solution to increase the guest experience and operational competence in the hotel. Currently, The Grand Oasis Hotel is facing challenges within its front desk department which results in lengthy check-in and check-out processes for customers, insufficient staff, and affecting guest ratings. As a result, this issue directly gives a negative impression on the hotel's reputation and increases its competitiveness in the hospitality market. An assessment of guest data has been conducted and revealed that their average check-in time at The Grand Oasis Hotel is about 18 minutes that is surpassing the benchmark by 5 minutes. As a result, it creates disappointment and impacts overall satisfaction scores of the hotel. Similarly, the average check-out time is approximately 22 minutes which is way higher than the standard level which is 15 minutes. This may result in decreasing customers in the long run. In times of peak hours, such as weekends and holidays, the front desk is often short-staffed which makes the client wait and devalues their service quality. On average 20% of staff are short in peak periods. Complaints have been found in feedback data that included online reviews and satisfaction questionnaires that were waiting for a long time at the front desk. Problems with the check-in and check-out processes were cited in more than 70% of the bad ratings at The Grand Oasis Hotel (Drake, and Cosentino,2019). Results from surveys given to front desk employees have revealed a lack of training among employees regarding dispute resolution and customer service. Extensive training programs are necessary because almost 40% of employees have accepted that they have received formal training in these areas and their sectors (Aynalem, Birhanu, and Tesefay,2016). With just 30% of customers using these services, technology solutions like self-check-in booths and mobile check-in choices are not used by employees. If used, these technologies might make guests better off and cut down on wait times, making them more satisfied (Kansakar, Munir, and Shabani, 2019). To stay competitive in the market, it is essential to address these shortcomings. Possible revenue loss from cancelled bookings and lower customer loyalty are two financial effects for the hotel that arise from lengthy wait times and unsatisfactory visitor experiences. Dissatisfied visitors may cost the business $50,000 each year according to the estimate. When it comes to environmental protection, the Grand Oasis Hotel is unwavering. Travellers are increasingly seeking out hotels that priorities environmental sustainability, driven by their growing awareness and concern for these issues. Energy efficiency, trash reduction, and environmentally responsible purchasing are all examples of sustainable practices that may help the hotel stand out from the competition while also reducing its negative influence on the environment. In addition to attracting environmentally concerned guests, this will enhance the hotel's appeal to current patrons. This is just a quick note to convey my profound gratitude for the Grand Oasis Hotel's decision to work with our consulting business. My experience working with this prestigious company has been very rewarding, and I am confident that the recommendations made in this report will encourage further growth and progress. In a constantly evolving industry like hospitality, hotels need to be quick to adapt to new trends, innovative, and attentive to customer needs (Tveteraas, and Falk, 2016). The Grand Oasis Hotel can always count on our team to be there for them, whether they need further assistance or are interested in exploring new relationship opportunities. If given the opportunity, I would like to contribute to the success of the Grand Oasis Hotel. Hope the future is bright for you. Based on the findings of the research, Elite Solutions Consulting has developed a detailed strategy to enhance the operational efficiency and visitor experience of the Grand Oasis Hotel's front desk. An example of the solution to this can be to modernize the operation of the hotel, reduce customer waiting time, and meet the demand of clients by taking in point the check-in process and check-in through mobile(Molina-Castillo et al.2023).
Then, all-inclusive staff training programmes need to be imposed to enhance customer service, and solving the conflict are dynamic for preparing front desk employees so that they can deliver efficient and personalized service according to the client's needs. By purposely adding extra workers in time of peak hours, they can ensure that guests are satisfied with their services and it is done very promptly. By introducing open communication systems and feedback mechanisms, the hotel may proactively can solve guest concerns and improve the quality of service in the meantime. These references have the potential to raise the Grand Oasis Hotel's outline in the competitive hospitality sector which will eventually enhance their operational quality, customer happiness, overall performance, etc. (De Jorge, and Suárez, 2014). The consultant report from Elite Solutions Consulting prioritizes mainly on the need of fixing front desk issues so that they enhance guest experience and operational efficiency in the long run. Problems like their staffing levels, technology adoption, wait times of customer to check in and out are just a few examples of the issues that the hotel faces that Elite solution has found ultimately (Poldrugovac, Tekavcic, and Jankovic, 2016). However, with strategic interventions such as staff training, modern technical solutions, workforce optimization, and effective communication channels, the hotel may be able to tackle these difficulties and improve service quality. Through front desk optimization, the Grand Oasis Hotel can improve customer experiences, boost revenue, and adapt to the dynamic hospitality sector. Even after all this time, Elite Solutions Consulting is still there to assist the Grand Oasis Hotel in accomplishing its objectives and fostering an unparalleled service culture.
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Elite Solutions Consulting has published a study to assist the Grand Oasis Hotel front desk in resolving significant operational challenges. In 1995, in the bustling center of Miami, Florida, the five-star Grand Oasis Hotel was initially built. There are 300 tastefully appointed rooms in the hotel, and guests including businesspeople, holidaymakers, and event goers will all love them. Unfortunately, the Grand Oasis Hotel's revenue and visitor happiness were hit hard by problems with front desk management. Elite Solutions Consulting, which has been around since 2010, is a famous firm that emphasizes the effectiveness of hotel management and administration. Each member of our staff has extensive experience in hotel operations and ensuring the complete pleasure of our clients (Slater, Lim, and Lean, 2018). It priorities providing clients with new solutions that are based on data and designed specifically for their needs. Some of the hotels we've helped through tough operating periods and lengthy delays are part of our success story (Brandon-Jones et al.2016). Finding out why the Grand Oasis Hotel's reception is so ineffective is the primary goal of this article. The lengthier than average check-in and check-out periods in comparison to other hotels are a major source of consumer dissatisfaction. Too many guests at once can overwhelm an overbooked hotel, leading to unhappy customers and excessive wait times. As a result of the sluggish adoption of technological solutions, front desk activities are inefficient. This makes it impossible for them to meet the demands of customers who place a premium on expediency and quickness. The management issues at the Grand Oasis Hotel are caused by several things (Prud’homme, and Raymond, 2013). If guests have to wait too long for service or are unsatisfied with their experience, they may complain online, which can hurt the hotel's image and business. Secondly, if your consumers aren't happy, you might end up losing both their business and their money. Other negative outcomes of job insecurity that might impact service quality and retention rates are stress and employee turnover (Rather et al.2021).
This paper's goal is to explore these issues thoroughly and provide practical solutions by using a few critical systems. With the help of the PESTEL analysis, the inn will commit to memory the external factors that enhance its business. This approach considers feasible legislative, financial, social, inventive, environmental, and legal elements to determine the lodging's passage. With this knowledge of these external aspects in hand, one can begin to formulate tactics that are consistent with the entire market landscape. Using the hotel's internal SWOT analysis, one may deduce the hotel's strengths, weaknesses, opportunities, etc. The research will provide light on the hostel's internal traits and growth potential, as well as any external opportunities or threats. Using the insights gained from the SWOT analysis, the inn will connect its strengths with opportunities, address its weaknesses and threats, and develop strategic decisions using the TOWS network. Using these types of methods has the probability of increasing operational productivity and pleasure for clients through various types of attractive services (Vargas-Calderón et al.2021).
This study’s main focus is to analyse the Grand Oasis Hotel's front desk operations meticulously and present practical solutions and methods for enhancing in use of these models for the customers satisfaction. Improving the vacation of customers by boosting efficiency and staying ahead of the competition in the dynamic hospitality industry are top priorities for the Grand Oasis Hotel in the long run. Elite Solutions Consulting is enthusiastic to help The Grand Oasis Hotel so that it can fulfill its objectives and foster an exceptional service culture through strategic policies.

[bookmark: _Toc166964083]Analysis
The Grand Oasis Hotel has recognized different types of operational concerns; this section is mainly to discuss those issues and assess how these things can affect the hotel's performance, financial results, etc. eventually. It takes into the interpretation of various statistics and data from several sources to have an idea of the possibilities and threats of Grand Oasis Hotel. A PESTEL study looks at the external forces that are making an impact on the hotel's operations in the worst way, while SWOT and TOWS assessments give various paths to strengthen the business by identifying its advantages, disadvantages, opportunities, and threats to get the solutions.
[bookmark: _Toc166964084]Identified Issues
[bookmark: _Toc166964085]1. Inefficient Check-In and Check-Out Processes: When it comes to check-in and check-out, the main problem with The Grand Oasis Hotel is how inefficient the front desk is. On average, guests wait an hour and twenty-two minutes to check in and out, respectively. Compared to the usual 10 and 15 minutes for check-in and check-out, this wasteful practice is even more severe (Zobedha, 2013).
Guests become irritated and have an unfavorable impression of their stay when check-in and check-out procedures are lengthy. The average time to check in is 18 minutes and the average time to check out is 22 minutes, which is far longer than the industry norm of 10 and 15 minutes, respectively. When people have bad experiences, they tend to write negative reviews on sites like Google and TripAdvisor. Prolonged wait times are mentioned by more than 70% of the guests who had bad experiences with the hotel (Chalupa, and Petricek, 2020). Particularly during busy seasons, room turnover can be negatively impacted by lengthy processes, which in turn affects booking capacity and income.
There are jams at the hotel's front desk since there is a 20% staffing deficit during peak hours. Inefficiency results from the use of labor-intensive manual check-in and check-out procedures. No state-of-the-art alternatives, such as self-service kiosks, are available (Özdemir, Çolak, and Shmilli, 2019).
[bookmark: _Toc166964086]2. Insufficient Use of Technology:
Despite the fact that there are a lot of technological improvements that might improve visitor comfort and front desk operations, the hotel has not completely used them Ioannou (Katidou, and Sakalidou, 2020|).
Processing times and efficiency in coordinating visitor arrivals and departures are negatively impacted by the limited usage of technology. Guests nowadays, especially the tech-savvy millennial generation, anticipate digital solutions that streamline and expedite the check-in and check-out procedures. Unhappiness can ensue if these expectations aren't met (Limna, 2023).
The company's culture could be holding it back from embracing new technology. The upfront expenses of adopting new technological solutions could be a dealbreaker.
[bookmark: _Toc166964087]3. Training and Staff Competency:
Many front desk employees do not have extensive training in handling customer service and resolving conflicts. Despite the importance of these areas, just 40% of employees have gone through official training (Bharwani, and Jauhari, 2017).
An unpleasant experience for guests is the inevitable consequence of staff members' lack of proper training, which hinders their capacity to resolve any problems that may arise. Staff dissatisfaction and low morale caused by inadequate training can amplify personnel problems by raising turnover rates (Bharwani, and Talib, 2017).
Neither the hotel's priorities nor its investments in front desk personnel training programmes have been sufficiently addressed. A potential consequence of prioritizing operational efficiency above service quality is the potential neglect of personnel development.
[bookmark: _Toc166964088]4. Guest Feedback and Reputation Management: The hotel has received numerous complaints regarding front desk inefficiencies, as reflected in online reviews and guest satisfaction surveys. Over 70% of negative reviews highlight issues related to check-in and check-out experiences (Mmutle, and Shonhe, 2017).
Consistent negative feedback harms the hotel’s brand image and competitive standing. Poor reviews and ratings can deter potential guests, impacting occupancy rates and revenue.
Ineffective mechanisms for gathering and addressing guest feedback may prevent timely improvements. Lack of proactive reputation management strategies can allow negative perceptions to persist (Baka, 2016).
[bookmark: _Toc166964089]PESTEL Analysis
	Factor
	Description

	Political
	The management of hotels is greatly affected by changes in regulations and policies regarding visas. As a result of more stringent health, safety, and labour regulations in Florida, operating expenses are rising as a result of improved working conditions. Foreign visitor numbers and occupancy rates are both affected by changes to visa requirements.

	Economic
	Lower income and occupancy rates are a result of consumers cutting back on discretionary expenditure on travel and lodging when the economy is in a downturn. Because of the current economic downturn, reservations have dropped by 15%. The state of the economy has a direct impact on tourist expenditure; when times are good, people can afford to splurge, but when times are bad, they scrimp and save.

	Social
	Travelers from Generation Z and millennials are increasing the desire for memorable experiences and easy access to technology. Elevated levels of service, customized experiences, and the incorporation of technology without a hitch are now guest expectations. Customer feedback and loyalty might take a nosedive if you fall short of their expectations. There was a 65% preference for hotels that offered digital concierge and smartphone check-in, according to the poll.

	Technological
	Improvements in customer relationship management (CRM) and property management systems (PMS) have the potential to raise the bar for both productivity and happiness among hotel guests. Because it does not yet have these connections, the Grand Oasis Hotel is disadvantaged in the market. Attracting and keeping guests requires a strong web presence and marketing strategy (Bowen, and Morosan, 2018). One way to deal with bad reviews is to use a reputation management system that is accessible online.

	Environmental
	Both visitors and regulatory agencies are placing a greater emphasis on sustainability initiatives. Sustainable sourcing, energy efficiency, and reduced waste are just a few examples of the eco-friendly measures that guests value in a hotel. Such high standards necessitate that the Grand Oasis Hotel step up its sustainability efforts. Better infrastructure and emergency readiness are also necessary to lessen the impact of climate change on Miami, which is already at danger from things like increasing sea levels and severe weather.

	Legal
	Both visitors and regulatory agencies are placing a greater emphasis on sustainability initiatives. Sustainable sourcing, energy efficiency, and reduced waste are just a few examples of the eco-friendly measures that guests value in a hotel. Such high standards necessitate that the Grand Oasis Hotel step up its sustainability efforts. Better infrastructure and emergency readiness are also necessary to lessen the impact of climate change on Miami, which is already at danger from things like increasing sea levels and severe weather.



Here are some areas where the Grand Oasis Hotel is excelling:
Prime Location: The Grand Oasis Hotel most gets its benefits because of its location in Miami, a vibrant and popular tourist destination in the whole world. Its attractiveness is perfect for business areas, and accessible transportation hubs appeal to a diverse range of guests which ensures consistent residence taxes to the country.
Established Reputation: The hotel has built a strong reputation for providing luxury housing and quality services to its customers. Positive word-of-mouth from clients and favorable online reviews prove that the guests are satisfied with their experiences at the hotel.
High-Quality Amenities: The Grand Oasis Hotel offers a wide range of services like a spa, multiple dining options, fitness facilities, event spaces, etc. These services enhance guests' overall experience and enhance their comfort and enjoyment during their vacation.
Experienced Management Team: The hotel is controlled by an experienced and dedicated management team who has a proven track of good record in the hospitality industry. Their strategic idea, effective leadership, excellence, etc. pay the most to the hotel's success and operational effectiveness (Otoo, 2019).
Customer Service: This Hotel provides excellent customer service which makes guests feel welcomed, valued, etc. throughout their stay and can enjoy their tour. Staff members are very attentive, courteous, and also responsive to guests' needs which has enhanced their overall satisfaction in the long run (Shamim, et al. 2017).
Revenue Generation: The hotel generates significant revenue through its large number of rooms and diverse revenue sources like accommodation, dining, events, spa services, etc. This robust revenue generation contributes greatly to its growth and stability for the future.
Community Engagement: The Grand Oasis Hotel is actively involved with the local community through various partnerships, charitable initiatives, etc. These efforts not only help to create the positive brand image but also generate goodwill and provide any kind of support from the community.
[bookmark: _Toc166964090]SWOT analysis
	Strengths
	Weaknesses

	
Its main strength is its Prime location in Miami which attracts a diverse and high-volume customer in the world.
	Inefficient and taking a long time in check-in/check-out processes leading to guest dissatisfaction greatly (Fagyas, and Datta, 2023).

	Recognized for its reputation for luxury and excellent accommodations for clients.
	Insufficient staffing during peak periods, causing delays and poor service to the customer leads to dissatisfaction.

	Having Large and spacious rooms provides a significant revenue potential during high demand in the peak time.
	Not using enough modern technology solutions, impacts operational efficiency and effectiveness in the long run.

	Experienced and loyal management team with a track record of success and contributing to its growth.
	Not having enough comprehensive training programs for front desk and service staff also another weakness.

	Various High-quality facilities that count as spas, multiple dining options, event spaces, etc. for the clients.
	Inadequate feedback and reputation management and not responding to the client, leading to unsettled complaints.



	Opportunities
	Threats

	Applying advanced technology to modernize operations and enhance guest experience can lead to success (Kuo, Chen, and Tseng, 2017).
	Negative online reviews affecting reputation and bookings as client tend to check reviews.

	Enhancing staff training programs rigorously to improve service quality and retention of workers
	Economic recessions reducing travel and tourism, affecting residence and revenue for hotel business.

	Taking guest feedback and applying for constant improvement and enhancing personalized services.
	Increasing rivalry in the luxury hotel market, with new contestants offering superior technology and services than them lead to great threat.

	Increasing marketing efforts to attract tech-savvy customers and international guests to visit here.
	Regulatory changes increase their operational costs and compliance with government requirements.

	Fostering partnerships with local businesses and holds to offer unique guest experiences in the long run.
	Climate change and environmental regulations requiring costly adaptations which is must for protecting environment.


Here's how a TOWS analysis for the Grand Oasis Hotel could be presented in a table format:
[bookmark: _Toc166964091]TOWS analysis

	Internal Factors (Strengths & Weaknesses)
	External Factors (Opportunities & Threats)
	Strategic Options

	Strengths:
	Opportunities:
	- Influence prime location and providing various offers to attract high-end business travelers.

	- Main location that is Miami
	- Implement advanced technology solutions for matching with advance people
	- Enhance technology infrastructure to improve guest experience and providing quicker services (Kılıçhan, and Yılmaz, 2020 ).

	-  already Recognized and famous in hospitality sector
	- Expand promotion efforts to target the customer with various options
	- Develop modified marketing campaigns to attract millennials and new customer.

	- High-quality facilities like spa, indoor games
	tech-savvy customer and international guest
	- Offer special packages and promotions to capitalize on events and reduce competition.

	- Experienced management team with excellent customer services
	Customers are the biggest opportunity for them
	

	Weaknesses:
	
	- Improve check-in/check-out processes to reduce wait times will greatly impact on satisfaction.

	- Inefficient processes is the main drawbacks
	Threats:
	- Enhance staff training programs and skilled the employee to improve service quality.

	- Staffing lacks during peak periods is also another point
	- Increasing competition in the hospitality sector
	- Monitor online reviews and implement activities through management system.

	- Limited technology utilization in modern time
	- Regulatory changes greatly and cost increases
	- Strengthen partnerships with local businesses for providing unique experiences to the customer.

	- Inadequate feedback management and improvement with time
	- Economic downturns that lead to lesser profit
	- Enhance sustainability initiatives to meet environmental regulations to protect environment.



Let's address some of the recognized problems that Grand Oasis Hotel is facing and also provide potential solutions:
1. Inefficient Check-In/Check-Out Processes
Apply Cutting-Edge Technological Answers. Quicken the check-in process and decrease visitor wait times by introducing self-check-in kiosks and mobile check-in choices. If you want to make checking in and out easier for your guests, you should have a state-of-the-art Property Management System (PMS) that can connect to other systems that handle bookings and guests. To make sure the new technology and procedures go well and that guests are satisfied, teach the personnel (Nalley, and Bufquin, 2020).
2. Staffing Shortages During Peak Periods
Strengthen Training Programs and Staffing Strategies. To efficiently handle periods of high demand, either hire more people or institute more flexible working arrangements. Create all-encompassing training programs to boost employees' productivity, customer service chops, and capacity to remain calm under fire (Francis et al.2020). To effectively allocate resources and maintain flexibility during peak periods, consider cross training your personnel to do several jobs and responsibilities.
3. Limited Technology Utilization
Revamp the IT Framework and Operations. A powerful Property Management System (PMS), customer relationship management (CRM) software, and integrated guest service platforms are some of the latest technological solutions that should be invested in. Make it easier for visitors and employees to communicate by using digital concierge services and mobile applications (Hole, 2019). Ensure that personnel are proficient in using technology tools and systems successfully by providing continuing training and support.

4. Inadequate Feedback Management
Initiate a systematic approach to gathering guest feedback by distributing surveys after each stay, keeping tabs on internet reviews, and providing feedback forms. Make use of review tracking and sentiment analysis technologies and platforms to spot problems, trends, and improvement possibilities (Radojevic, Stanisic, and Stanic, 2015). Make a plan for how the hotel will handle customer complaints, handle criticism, and manage its internet reputation.
5. Insufficient Sustainability Initiatives
Improve your sustainability plan by conducting a sustainability audit to find out where you are. All hotel operations should be run with energy-saving techniques, waste-reduction programmes, and sustainable sourcing methods in mind. Green your workplace by informing employees and customers about sustainability efforts and inspiring them to join in on green activities.
6. Regulatory Compliance Challenges
Maintain a vigil on any changes to federal, state, or regional legislation that could have an impact on the hotel sector. Health, safety, labor, and environmental requirements must be followed, therefore make sure your rules and procedures are clear (De Grosbois, 2016). Work together with professionals in the field or trade groups to monitor changes in regulations and devise preventative measures for meeting them.
[bookmark: _Toc166964092]Recommendations and Change Management
An in-depth investigation of the Grand Oasis Hotel has revealed several critical problems that are influencing its daily operations and the quality of service its guests get. We provide the following solutions to these problems, together with specific plans on how to put them into action and change management techniques to make sure everything goes smoothly:
1. Technology Upgrade and Implementation
Improving operational efficiency and guest experiences is the top priority, thus it's crucial to enhance the hotel's digital infrastructure. Department leaders, IT specialists, and outside consultants will come together as a specialized team to put this suggestion into action (Šerić, Gil-Saura, and Ruiz-Molina, 2014). The current technological systems will be thoroughly examined by this group in order to pinpoint their weak spots. This evaluation will lead to the selection of appropriate technological solutions, such as a state-of-the-art Property Management System (PMS) and CRM software (Kaushik, Agrawal, and Rahman, 2015). We will create a staged implementation plan that lays out specific dates, goals, and how resources will be distributed so that everything goes well. To ensure that employees are well-prepared to make good use of the new technology, thorough training programmed will also be created. Any technical difficulties that arise during installation will also have ongoing support procedures put in place to fix them (Melián-González, and Bulchand-Gidumal, 2016). Facilitating the change management process and establishing a culture of creativity and adaptation inside the organization will be achieved via open and honest communication, training sessions, and staff appreciation of their efforts.
2. Staff Training and Development:
Staff training and development should be the Grand Oasis Hotel's top priority in order to tackle the issues it faces. Staff skill development, service quality improvement, and the efficient management of staffing shortages during peak periods are the goals of this effort (Wang, 2013). In order to supervise the execution of thorough training programmes, a specialized training department or team will be formed. Customer service, technology, crisis management, and multi-role cross-training are just a few of the topics that will be covered in these programmes. Staff members may improve service delivery and operational efficiency through the provision of continual training and development opportunities, which allows them to upgrade their skills and capacities (Hanif, 2013). The effectiveness and relevance of training programmes may be assured by the incorporation of feedback from both staff and visitors, which can be used for continual improvement. The effectiveness of programmes to teach and develop employees depends on good change management methods. We will priorities open and honest communication on the significance of training and how it affects guest pleasure and job growth prospects (Caiyod et al. 2015). To motivate employees to take part in training programmes, we will offer incentives including public acknowledgment, financial compensation, and chances to grow in their careers. On top of that, the company will encourage a growth mindset among its employees, giving them greater say over how they advance in their careers. Employees who feel they need more one-on-one attention from a mentor will also have access to that during the training period (Ashton, 2018). Investment in employee training and development should pay dividends for the Grand Oasis Hotel in the form of higher quality service, higher morale among employees, and happier guests, all of which should boost the hotel's image and bottom line.
3. Feedback Management and Guest Relations
The Grand Oasis Hotel must have strong guest relations and feedback management plans in place if it wants to increase guest happiness and solve problems quickly. This needs various types of efficient mechanisms to gather information, analyze the information, and react quickly from a tourist perspective to get solutions. In order to collect input from visitors, the implementation plan makes use of a variety of technological platforms, such as online review monitoring systems and guest satisfaction questionnaires. The administration of comments will be overseen by a specialized guest relations team or department (Manhas, and Tukamushaba, 2015). They will be responsible for analyzing insights and making adjustments based on what they find. In order to address guest problems in a timely manner, we will establish standardized processes and educate our personnel regularly to improve their communication and problem-solving abilities. Promoting the implementation of feedback management programmes will rely heavily on change management strategies (Chen, Y.F. and Law, R., 2016). Employees will learn the value of customer feedback and will try to find solutions to satisfy customers quickly. Acknowledgment of employee devotion and incentives will encourage staff motivation and foster a sense of accountability to improve more in the future. Here the ways clients are getting satisfaction, clients' online review ratings, and loyalty indicators will be used to assess the success of Grand Oasis Hotel (Jalilvand et al.2017). Improving the financial performance and looking forward to sustainable development are expected outcomes of these strategies' application by the Grand Oasis Hotel that they want to achieve. Grand Oasis Hotel's hopes that theses will lead to increasing reputation, increased visitor loyalty, and better guest experiences in the long run.
4. Sustainability Initiatives and Environmental Management
Sustainability efforts and robust environmental management practices should be the Grand Oasis Hotel's top priorities so that it can meet the customer as well as protect the environment where it is doing business. This suggestion motivated the hotel to encourage eco-friendly practices by reducing its waste and overall impact on the situation to achieve sustainability (Gryshchenko et al. 2022).
If they want to reduce energy use, waste, and unsustainable sourcing, a detailed analysis and audit need to be implemented by them. The hotel's ecological initiatives will be directed by a detailed sustainability plan that has long-term goals and objectives. Sustainable techniques, water preservation, energy-efficient lighting, trash recycling, etc. will all be used together to reduce the environmental effects of the hotel (Chan, and Hsu, 2016).
Adopting sustainability projects positively will need to change their management methods and tactics. Every staff of the organization will be retrained about why sustainability is significant and what they can do to make the place a greener workplace to enjoy. Ensuring that employees can effectively contribute to sustainability initiatives through providing various training and tools they need by the organization. Both employees and visitors will be encouraged to participate in sustainability activities and nurture eco-friendly behaviors to develop a culture of ecofriendly atmosphere.
Reducing the cutting back on water and energy use, trash production, emissions of greenhouse gases, etc. will act as indicators of success for the Grand Oasis Hotel. Ecological performance measures like LEED certification and eco-label certificates will also be used as a measurement of their development. The Grand Oasis Hotel focuses on enhancing its image as an eco-friendly vacation place for customers that will eventually help them protect the environment by applying these tactics and methods (Pulido-Fernández et al. 2019).

Measurement of Impact and Success
1. Guest Satisfaction Scores: consistent specialist care through various surveys, online reviews, feedback, etc. for client satisfaction will give proper knowledge and ideas for increasing the quality of visitor experiences in the long run. Improvements in satisfaction scores will help hotels get positive responses from guest’s perceptions.
2. Operational Metrics: Tracking operational metrics such as room occupancy rates, average daily rates, revenue per available room, staff efficiency, etc. will offer numerical measures of Grand Hotel’s operational efficiency and enhancement of financial performance. Positive trends in this system of measurement will demonstrate the effectiveness of their strategies for increasing its rise in revenue and overall excellence.
3. Environmental Impact: Monitoring environmental impact metrics such as energy consumption, water usage, waste generation, greenhouse gas emissions, etc. will allow the hotel to assess its progress and implement corrective actions. Whereas Decreases in these metrics will indicate developments in its performance and resource efficiency in the long run.
4. Employee Engagement: Evaluating employee engagement levels through surveys, feedback mechanisms, various turnover rates, etc. will provide insights into staff confidence and commitment to fulfilling the goal of organizations. Higher levels of appointment will correlate with the successful application of change management practices with sustainability initiatives in the hospitality sector.
5. Community Impact: Assessing the hotel's impact on the local community through measures such as community meetings, charitable contributions, partnerships with locals, etc. will demonstrate the hotel's commitment to social responsibility and community development where it is serving mainly in Miami.
Potential Benefits and Costs
There are a number of possible advantages and expenses that might result from implementing the suggested solutions at the Grand Oasis Hotel. In particular, the hotel's reputation and income can only grow as a result of happier and more loyal guests who are more likely to return and spread the word about their incredible experience. To add to that, the hotel's financial viability and long-term sustainability will be enhanced through operational efficiency improvements brought about by staff training efforts and technological upgrades. These enhancements will contribute to cost savings and revenue increases. A hotel that takes sustainability seriously will stand out from the competition and appeal to eco-conscious travelers. Investment in technological improvements, staff training programmes, and environmental efforts are all examples of potential expenses that may accompany these advantages (Denizci Guillet, and Mohammed, 2015). Even though these expenses are vital for making progress and reaching goals, the hotel must carefully control them so they don't go beyond. The Grand Oasis Hotel can maximize returns on investment and position itself for long-term success in the hospitality business by closely analyzing the possible benefits and costs, and then taking steps to minimize risks.

[bookmark: _Toc166964093]Action Plan
The action plan offered below outlines a structured approach and solution strategies for addressing key issues that have been recognized within the Grand Oasis Hotel by Elite solution.
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Using Outmoded Technology Structure
	Upgrading technology systems like Property Management System (PMS) and Customer Relationship Management (CRM) software for better performance
	Enhancement in operational efficiency, modernizing the processes, and satisfying guest experiences, etc. (Nieves, Quintana, and Osorio, 2014).
	6 months
	31/12/2024
	£50,000

	2
	Emphasis on Employee Training
	Developing wide-ranging training programs will help to provide better customer service, skilled in technology usage, and various crisis management
	Improved staff skills, help to improved service quality, adaptability with the need of customer demand
	Continuing
	-
	£30,000

	3
	Focusing on Response Management and customer Relations
	Implement various types feedback management systems applying client demands and using online review monitoring tools for improvement
	Timely response in getting guest feedback, enhanced guest satisfaction levels that will enhance overall reputation
	3 months
	30/09/2024
	£10,000

	4
	Sustainability Inventiveness
	Implement sustainability ingenuities like energy-efficient lighting, waste recycling programs, and sustainable sourcing practices for saving the environment
	Reduced environmental negative impact, enhanced reputation as a sustainable hotel, and cost savings in the hospitality sector
	12 months
	31/05/2025
	£100,000


The first problem that has been found is related to the hotel's technological infrastructure and its inefficiency. An upgrade to the Property Management System (PMS) and Customer Relationship Management (CRM) software program is part of the strategic solution and tactics that will increase the efficiency and visitor experiences of Grand Oasis Hotel (Goh, and Lee, 2018). Using simple procedures so that clients can get easily and help to get higher levels of customer satisfaction are the main focus of this. Elite Solutions has set a target date to accomplish which is 31st December 2024 and an expected application period of 6 months and has allotted £50,000 for this improving technological purpose.
Needs for staff training is the second issue that Elite Solutions has identified. Creating mass training programmes to address a wide range of skills, such as keeping a cool mind in crisis management, technology usage, and improving customer service, is the approach given by Elite Solutions. The goal is to provide the best service quality to the customer and competence among employees with each other for better performance (Mokaya et al 2013). With an expected expenditure of £30,000 and no date has been fixed as staff training is a continual process.
The third issue is with visitor comments and suggestions that need to be managed by the hotel. Applying feedback management systems for online review monitoring tools and using questionnaires to understand the client's perspective is the recommended approach. The goal is to respond quickly to their comments and make them more satisfied as soon as possible. A budget of £10,000 has been put aside for this purpose, and the expected period is three months for implementation, with a completion date set for 30th September 2024 to increase their performance level in the Grand Oasis Hotel (Wei, Miao, and Huang, 2013).
sustainability issue is the fourth subject of the Grand Oasis Hotel. Several sustainability initiatives, like recycling programmes, energy-efficient lighting, etc. are suggested as a solution to sustain the environment. hotel reputation will be sustained and a less ecological footmark will be on the environment (Martínez-Martínez et al.2015). a completion date of May 31, 2025, has been targeted with an implementation target period of 12 months by an Elite Solutions consultant. Also, a total allocation of £100,000 has been given for this purpose.














[bookmark: _Toc166964094]Conclusion:
This consulting report provides the most important issues that have been investigated at the Grand Oasis Hotel by Elite Solutions Consulting. To get the solution to the current issues that they are facing and ensure the hotel's further success is the ultimate goal. The report has inspected several issues of its operations some are technological infrastructure, employee training, feedback management, and sustainability programmes of the Grand Oasis Hotel and these issues need to be solved (Nieves, and Segarra-Ciprés, 2015).
One of the main problems is the old-fashioned technological infrastructure that the hotel has been using for serving clients. Not only it is causing operational inefficiencies, but it also restricts its capacity to provide guests with the best experience in their vacation time. Research has shown that advancement to a more modern Property Management System (PMS) and Customer Relationship Management (CRM) software is much needed for simplifying processes, satisfying guests more to stay competitive in the market (Pillai et al, 2021).
Personnel training and development for staff is also a significant issue. The skill and obligation of the staff towards the organizations and customers ultimately regulate the level of success of any hospitality business. The Grand Oasis Hotel can prepare its employees to provide outstanding service and react to the changing demands of its customers by providing extensive training to meet the customer demand (Karatepe, and Karadas, 2015).
The need for visitor relations methods and feedback management is another topic of this research that needs to be addressed by Grand Oasis Hotel. The Grand Oasis Hotel can advance its ability to handle customer complaints and build closer connections with its customers through feedback management systems and also by taking their reviews regularly. This will outcome in more satisfied customers and good recommendations for the Grand Oasis Hotel and will help in its sustainability (Schuckert, Liu, and Law, 2015).
Moreover, the Grand Oasis Hotel has exposed a strong commitment to its sustainability measures to continue its business. The hotel may improve its advantage in the market and lessen its impact on the environment by implementing various sustainable practices to the competitors. These are energy saving, waste reduction, sustainable approaches, etc. for the environment. This will entice eco-conscious customers and make the hotel more attractive to current ones that will lead to increasing their efficiency (Imran, Alam, and Beaumont, 2014).
Finally, from the consultant mindset, Elite Solutions provides its deepest appreciation to the Grand Oasis Hotel for hiring our consulting firm. It has been a big honor to work with this famous organization and hope to ensure further development and improvement in this hospitality sector. Hotels must maintain their quickness, creativity, and responsiveness to shifting market conditions and client expectations to match with this changing world. Our staff is prepared to offer continuous support and expertise to the Grand Oasis Hotel if they need any more help or to explore other possibilities for future partnerships for further development of the hotel.
Once again, I'm grateful for the chance to help make the Grand Oasis Hotel a success. Wishing you all the best for the future.
Sincerely,
Antu Bhomik
Organizational consultant,
Elite Solutions Consulting
Top of Form
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