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EXECUTIVE SUMMARY 

INK Hotelier Consultancy IHC was contacted by the manager of the Forest of Arden Marriott Hotels and Country Club, Maryam Jennifer with the aim and scope of solving the issue that stays within the hotel – issue which is stopping the hotel from growing and developing. 

The manager, Maryam Jennifer advised the consultancy company, INK Hotelier Consultancy IHC that the issue at the stake is due to the fact that the staff of the hotel is not properly performing their job, as quoted ‘’the implication of the staff towards the guests satisfaction’’.  Furthermore, the manager requested the company to provide her with an organisational consultancy report. 

The company engage themselves with the job and started the procedures where it was found that the hotel is actually a 4-star hotel with very raffinate tastes, denoting the fact that it is trying to attract a certain class of people – the individuals with higher incomes and with a good higher education who likes and actually permits to live a luxurious lifestyle. Forest of Arden Hotel is big enough, having a considerable number or rooms. In addition, the hotel is offering the full experience for their clients, including the fact that the hotel is benefiting from a pool, hot tub, golf club, tennis club, gym area and many other attractions, including a bar and room services. 

However, the hotel is receiving bad reviews due to the poor implication of the staff in different services, such as cleaning the room when needed and the delays when the guest is ordering something though the room service which is actually available 24/7. 

After the description of the hotel, within the consultancy report, after the examination of both the micro and macro environments, it was found that the poor implication of staff towards the guests’ satisfaction is a result of the unsuitable style of management approached by the managers of the hotel.

Consequently, it was demonstrated that the managers are approaching the authoritarian type of management, which is not appreciated by the employees, meaning that some changes need to be happening in order for the hotel to be properly functioning. In addition, the authoritarian type of leadership is suggesting that the managers are only supervising the employees getting the job done, but not personally and physically being involved within the action. 

Thereafter, it was suggested that the authoritarian type of management to be fully changed into the participative type of management. The participative type of management is suggesting that the manager is actually working with its employees, and they do not only give directions and supervise – they actually help their workers. 

These two types of management are opposite to one another, and it was demonstrated through the analysis that the participative style may be the best suitable for this type of environment. The type of management approached is actually very important as it may impact the wellbeing of the employee – and this is exactly the case within the Forest of Arden Marriott Hotel & Country Club. 

Because of the management not being suitable, the employees’ mental health have been impacted, leading the workers to experience less motivation and severe loses of the self-esteem – the managers have the duty of ensuring the wellbeing of the employees, therefore the change of the style is much needed. 

Nevertheless, it is strongly believed that if the change within the type of management is made, thereafter the implication of staff towards guests satisfaction will be higher as the workers will be actually feeling motivated to work, leading to the key scope – to improve the customer satisfaction which can be seen through a variety of ways, including through the online reviews. At the moment, there is a significant number of negative reviews, however if the recommendations made are considered, it is sustained that the positive reviews will overcome the negative ones and that the hotel will be more successful and it will be able to grow and develop itself. 
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[bookmark: _Toc74255107]INTRODUCTION
This report is being written in order to show a good understanding of the module currently running, named Organisational Consultancy.  As the name is self-explanatory enough, it is worth to mention that a certain hotel which is having a certain problem have been chosen in order to help to solve that particular problem. Speaking of the chosen hotel, it is the Forest of Arden Marriott Hotel & Country Club based on Birmingham, Coventry. This hotel is facing some complications, or better said, it is lacking from the needed knowledge in order to boost the overall customer satisfaction, such as the main problem being actually interpreted as the ‘’the implication of staff towards guest satisfaction’’. The main point that is to be extracted from here is that there is a need of more implication of the staff in order to boost up the customer satisfaction, however in order to be able to do this, a set of analysis is very much needed. 

Therefore, two well-known analysis will be used in order to conduct an in-depth analysis of the hotel of the stage that it is currently in, so that therefore to work towards the weaknesses and to transform them into strengths. The both environments of the hotel will be detailed by using SWOT analysis (strengths, weaknesses, opportunities, threats) for the internal environment, thus for the external environment the PESTLE analysis (politics, economy, social, technology, legal/law and environment factors) will be deeply detailed with regards to the chosen hotel in order to help solve the problem. 

It is important to note that the internal environment of a hotel refers to the part of managing the hotel that can be actually found within the inside of the hotel such as the members, the staff, the personnel, the culture of the hotel which is very much related to this particular organisational consultancy report. All the mentioned elements have got the capacity of influencing the body decision within the hotel, including the behaviour of the human resource, meaning that it is for the best to get to know how to best manage the inside of the hotel (Business, 2021). Moving forward to the other environment, the external environment refers to the aspects that cannot be found within the inside of the business, therefore they can be found outside, but they still have an impact over the business functioning. In terms of the external environment, this is actually made of economic aspects, demographic aspects, political as well as sociocultural aspects (Petersen, 2019).
In addition, this report will be very well-structured, and a lot of necessary headings and subheadings will be used in order to make it as clear as possible.
[bookmark: _Toc74255108]SCOPE AND ANALYSIS
Within this separate section of the organisational consultancy report of the Forest of Arden Marriott hotel will be observable a relevant background of the hotel, along a short examination. The purpose and scopes for this is that by being provided with a brief history of the hotel, then this will make it possible to use the relevant analysing toys and methods in order to examine the hotel in an strategically academically way – this is the part especially created for the examination of the internal environment of the hotel where SWOT method will be enforced, as well as for the external environment of the hotel where the PESTLE analysis will be used. 

The Forest of Arden Marriott Hotel and Country Club was first established a long time ago, in the late 1930s after Marriott itself was founded in 1927 in Washington D.C, within the United States of America as Forest of Arden is actually belonging to the main Marriott & Resorts (Marriott, 2021). 

The hotel, or better said, the resort is located in Birmingham, Coventry in an area full of greens, as the name actually suggests. With regards to the position of the hotel, according to the website sources, the hotel is strategically positioned between the main attraction points that can be found within the area of Birmingham and Coventry with little than 10 mile from the Coventry Cathedral which is one of the most famous cathedrals globally and little over 6 miles distance from the National Exhibition Centre – the worth of mentioning the National Exhibition Centre is that once arrived there, the guest is even more closer to other tourist attractions, such as malls and shopping centres, as well as more closer to the Birmingham Airport. Here, this can be considered as an enormous advantage for the hotel as people are often interested in hotels that are near to their transportation method, especially for people that come from foreign countries and want to visit the England (Cohen, 2021). 
More than this, still considering the location where the hotel has its base, it is actually surrounded by green, by nature, by the fields which are giving to the people the feeling of relaxation. By examining the location closely, it was observable that the hotel is taking a greater level of care for the nature that can be found within the area, meaning that this can be also considered as an advantage point for the overall outcome. Forest of Arden Marriott Hotel has its own natural reservations which symbolises that the hotel is both eco-friendly, as well as environmentally friendly and the hotel is actually prepared for people whose car is of an electrical nature as they are providing the guests with the charging stations  – this particular part of the description of the hotel is particularly important as nowadays people are willing to pay more to stay at such hotels – by a short examination of the stars that have been accorded to different departments of the hotel, it is to be observable that the location itself, meaning the environment has received a very high score of 4.6. stars. The reason for this is the fact that in these days people are always in a rush and always around toxic enough environments, therefore when the individuals are going to a holiday, they accept to pay more for a beautiful private natural reservation, including a relaxation spot, flowers, and a clean air to breathe (Hydrofinity, 2018). 

The client’s hotel is classed as being a 4-star hotel and it provides their guests with very elegant options, such as a very styled bar which is full of raffinate drinks with the aim and scope or boosting the client’s satisfaction. From here, by a closer look at the rate of the stars, it is to be observable that the service of the hotel was accredited a score of o less than 4.2 stars which does not seen bad at all, thus it is with few less percentages than the score accorded to the location of the hotel according to the google reviews (Google – Forest of Arden Marriott Hotel and Country Club Birmingham). 
The Forest of Arden is offering to their guests a very large range of facilities, classic for a 4-star hotel which is considered as being luxurious. Some of the facilities that an individual could receive for spending some time at the hotel is, beside the bar: 
· Fitness facilities for sport lovers;
· SPA benefits for a full relaxation day after a hard day at work;
· A hot tub;
· Restaurant with a multitude of different foods and dishes; 
· Breakfast buffet, but for an extra charge, so the breakfast is not included within the room price; 
· A pool inside
· Tennis lessons or games. 
In addition to this, the hotel is offering free parking for its guests and the possibility to have a chat with the front desk 24/7 especially if the clients are unsure about something or if any concerns occurred. The list of service is continued with the special programme offered for children. 
The individual who wants to spend the night are given the chance of choosing what room they want to take, however the guest have not been given the benefit of an air conditioning and not all the rooms are having a private bathroom, fact which represents a big problem, especially on the summer time when the hot wave hits. 
The hotel also has the possibility to offer event services for their guests, but its background does not offer too much details, giving the impression that the hotel is not very known to be hosting events. As Forest of Arden is having multiple play grounds, including tennis and golf, often people are taking advantage of it. 

For a better overview of the positive aspects of the hotel and the negative aspects of the hotel for both of the environments, the examination will be conducted:
	
	[bookmark: _Toc74255109]PESTLE analysis is a tool that is being used to get to know as much detail as possible about the macro environment (external environment). This strategical method provides a better overview over a situation, which impacts the decision making (Oxford, 2020). 

	POLITICAL ASPECTS 
	· Forest of Arden Marriott Hotel is a part of the hospitality industry, meaning that every decision made with regards to this aspect will be directly impacting the hotel. 
· The hotel is under the guidance of the government, resulting that the hotel must be taking the appropriate decisions in concordance with the governmental and parliamentary decisions (NDML, 2015);
· However, there is always pressure from the government towards the hospitality industry and Arden is no exempt from this – especially in the last period of time due to the imposed restrictions that have been implemented in order to combat the spread of the deadly virus (GOV.UK, 2021).  

	ECONOMIC ASPECTS 
	· It is absolutely no surprise that the whole economy is under critical threat and the active motive for this is the negative impact of the virus COVID-19 over the world. This aspect is very wide in fact, however over a brief manner, the industry from there the Forest of Arden is belonging – the hospitality industry has been severely impacted as it was put on hold meaning that the events were not allowed. If the events were not allowed, it means that no money were made, no profitability which results in gaps within the economic (IMF, 2021). 
· The mentioned gaps within the economy is directly affecting the Forest of Arden as it will not be able to benefit from the governmental helps such as the supporting schemes due to no money available. 
· When it is about losses with regards to the economy, pretty much everyone is suffering to a certain degree (AI, 2020).

	SOCIAL ASPECTS 
	· The society is having a massive contribution to the both hotelier and the hospitality industry, considering the fact that the society, in fact, is the one who decides if a hotel is worth going to or not – for example, through feedback. Basically, the industries are trying to fit the needs and the requirements of the society in order for the society to use the provided services which will results in profit for the industries. Hence, here is worth to mention the Corporate Social Responsibility (CSR) which is a self-regulatory process model which ensures that a business is being fair and shows transparency to their clients, stakeholders and to the public in general. A good aspect here is that a business who is practicing the Corporate Social Responsibility is better viewed and more appreciated by the people as the business is actually contributing even more to the economy and towards the environment, including  social activities (Fernando, 2021). Additionally, one conclusion that was to be taken from the description of the hotel is that Arden is a part of the Corporate Social Responsibility.

	TECHNOLOGY ASPECTS 
	· The technology is one of the most influencing aspects of this world and the hotelier industry is fully benefiting from this. 
· The technology has been expanded and developed very much over the last few years and if used correctly, the hotels could take some very advantageous steps form it (Robinson, 2021). 
· In terms of the hotel, Forest of  Arden is using technology for a multitude of jobs, including the communication between staff and departments. Another way through which the hotel is using the technology is giving the chance to the possible future customers to book their services online which is a faster way than the phone call. 

	LEGAL /LAW ASPECTS 
	· Thus, everything is crucial for the functioning of the hotel, the law part of the macro environment is even more to be considered along the political aspects – these two are working together to protect both the consumer and the provider. The legal aspects in corelation to the hotel are compulsory which means that if a new law is enforced and turned into an act, therefore the hospitality industry must make themselves aware of what it states (Assetsure, 2021);
· Not being working accordingly to the laws could lead to lawsuits which will impact the reputation of the hotel, as well as causing big loses;
· The knowledge is the key for a healthy functioning of the hotel or of any other business;
· To be noted that an aggravated lawsuits of the hotel may even lead to the termination of the hotel (Thompson, 2018). 
· So far, Forest of Arden Marriott has not faced any lawsuits.

	ENVIORNMENT ASPECTS 
	· The environment is a part of the CSR and as it was mentioned the hotel is making significant contributions towards it;
· There are several environmental issues that may negatively impact the hotel, including the drastically climate change and the global warmth that the world has been experienced for the last couple of years;
· Moreover, within the environmental aspects are also included the wastes that the hotel make, such as the water consumption, energy consumption, gas and electricity – vice-versa, the hotels can take some steps in order to try and to cut the  unnecessary consumptions, such as the food waste (Advantaged Hospitality Technologies, 2019); 
· Speaking of the impacts of the environment over the Forest of Arden, it is mentionable that the weather can be either the its ally or its rival – a good and nice weather is considered an ally, while a heavy rainy day could constitute a rival for the hotel. 





	
	[bookmark: _Toc74255110]SWOT Analysis is a tool that is being used to get to know as much detail as possible about the micro environment (internal environment). This strategical method provides a better overview over a situation, which impacts the future decision making. 

	STRONG POINTS – STRENGTHS 
	· Looking inside of the hotel, there can be seen a variety of strong points, starting with the fact that it is a 4-star luxurious hotel and in order to get there a process over the time is needed;
· The second strong point is the location of the hotel which may be one of the reasons why people choose this particular hotel, considering that it is full of vegetations and clean air; 
· The other additional strengths are the play grounds provided by the hotel for their guests, including the special arranged place for the kids and the games designated only for the kids – additionally, Forest of Arden gives the parents the opportunity to enrol their kids to a programme which consist of interactive and educational games. 

	WEAK POINTS – WEAKNESSES
	· This is  the most unpleasant part of the consultancy report as here will be outlined the issues within the hotel, along the main reported issue by the manager as being ‘’ the implication of the staff towards guest satisfaction’’ meaning that there were some complaints regarding the service provided by the staff – as this is the main issue, therefore this will be dealt with in the first place, however, after the examinations it was seen that there are other issues with less level of significance, thus they will be also discussed; 
· [image: Graphical user interface, text, application, email

Description automatically generated]Continuing the above point, the other occurred problem within the hotel is the fact that some complains are about the fact that the food, especially at the breakfast time was not meeting the expectations, however this matter of fact is actually related to the main problem of the hotel – the staff implication. 

(Tripadvisor, 2021)








	OPPORTUNITIES 
	· The actual meaning of the opportunities applies; 
· For Arden Marriott hotel the best opportunity to take is towards the staff satisfaction first – here is needed a lot of knowledge with regards to the employee wellbeing as if the personnel is not satisfied at the workplace, then s/he cannot satisfy the guests 
· Some meeting with all the staff could make a difference;
· To implement a 360 degree appraisal will, for sure, bring benefits to the hotel; - a 360 degree performance appraisal is a process where all the employees within an enterprise are given the opportunity to give feedback for all other employees, as well as to see the feedback received from the other workers to you. It is entirely anonymous and it includes everyone within the hotel (Custom Insight, 2021).




	THREATS / RISKS 
	· As predicted, the biggest threat of the Forest of Arden Marriott Hotel & Country Club is to not solve the issues that are currently within the hotel, namely the customer services provided by the staff – to be noted that the implication of the staff towards the customer satisfaction is directly proportioned with their own satisfaction at the workplace (Employee benefits, 2018);
· The list of threats can be continued with the threats that have always been existing, namely the competition within the hotels, such as which hotel is the best – quite weird, but having competition is a good sign, even if the competition represent the feel of fear, it also represents that other businesses are afraid of other certain businesses (Myers, 2016). 
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After long examinations of the hotel, including both of its micro and macro environment, it was found that the key issue within the Forest of Arden Marriot Hotel & Country Club is the issue presented by the manager of the hotel who also requested this particular consultancy leaflet. 

The issue is stated as being the implication of the staff towards guest satisfaction as there were severely complains which have been directly addressed to the services provided by the staff, especially with regards to the customer services, including the food being served really late. Therefore, the reviews are directly addressed to two certain departments of the hotel - the food and beverage department, as well as the waitress staff. 

Furthermore, the first stage has been completed as the problematic departments have been discovered. Therefore, the next key thing to do is to present a solution of the issues. However, before that, some theories must be presented as they may have a good impact over the hotel – the knowledge is the key of everything (Malek, 2015).

The main issue relies at the level of the employees and their satisfaction, leading all the way to the person who is managing them, therefore the issue arise from the type of leadership that has been chosen. 

The principal theory that is to be mentioned and that may help the manager of the staff to reconsider their own choices, decisions, as well as the actions is the Theory X and Theory Y established by McGregor in one of his books, namely the ‘’The Human Side of Enterprise’’.  This theory is basically suggesting that there are two different ways of the management, including: 
1. X – authoritarian style of management; 
2. Y – participative style of management. 

It is believed that these two different styles of management have different impacts over the employees, such as for the individuals who does not perform their work in the way that it should be done, if they are experiencing massive lacks of motivation, then there is a good chance that the approached style by the manager to be an authoritarian one – also classified as the unpleasant way.  Detailing the X approach, the managers are laisse-fairs, meaning that they do not actually help the employees, but check the work and give directions. 

On the other hand, looking at the meaning of the Y Theory, it is exactly the opposite – if the personnel is enjoining their work and acts as being very proud of it, then the managerial approach is of the Y Theory nature – participative management, meaning that the managers are actually working with the employees and not only give directions. 

The reviews that can be seen on different booking websites are denoting the fact that the management approach is of a X Theory nature so the manager is being authoritarian. 
Please see the attached images below
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The employee wellbeing is crucial for the proper functioning of the hotel, as well as for the development of the Forest of Arden Marriott hotel. More than this, the promotion of wellbeing will prevent the future misunderstandings and will lead to a good environment to work in as well as to the good health and wellbeing which will conduct to the benefit of everyone, including the employee engagement and the overall organisational performance (CIPD, 2021).

Entirely true to mention that there are very good parts of the hotel, including its location and arrangements which for sure are being made by the staff, however the hotel lacks because of the actual implication of the personnel when it comes to services such as room service and issues within the food and beverage department, including the food being cold when served and the serving time being delayed. 
To be noted that these issues can be easily solved if a correct approach is taken.  

The definition of a managers refers to a person who has the abilities and the needed capacity to run an organisation, as well as to coordinate a team of people, also known as employees (Reh, 2020). The issue of the hotel is due because of the behaviour of the managers, as mentioned it is very likely that the Forest of Arden’s managers to be adapting the authoritarian style which is diminishing the employees’ wellbeing and self-esteem. 

If the style of management is changed to Y theory from the actual current form of management which is known as X theory, then the wellbeing of the employee will increase, and the workers will start to perform their job to the extent that is should be performed. The employees will be proud to be a part of a such healthy environment and will take every hard task as a constructive challenge (Smarp, 2021) as they will know that any hard work is paid off – this is actually about the fact that the employees should be motivated by their managers. 

There are different ways to approach in order to motivate the employees, including the most known ones:
1. Compensation in money; 
2. Awards; 
3. Raises; 
4. Paid holidays; 
5. Promotions 
6. Even the little gestures matters, such as telling to the employees, as a manager, that they are doing a great job and to congratulate them (Vantage Circle Blog, 2021).
Technically thinking, as the problem relies at the style of the management, if this is remedied and the managers will change their behaviour towards their employees, then the employees will clearly see that something is changing into good. After this, it is very likely that the employee will perform their work as required, meeting the standards of the clients only by doing the bare minimum, such as to not be late with the food as most of the complains are with regards to the food. 

However, when it comes to the food, the guilt can be over the chefs as well, therefore it may be the fault of the food and beverage department. Thus, this part of the hotel is included in the same situation as the other department of the resort, therefore the chefs should be receiving the exact same treatment and the improvements will be starting to be seen. On the other hand, due to the fact that the food department of the hotel is not as mobile as the other departments, such as the housekeeping departments, it should be considered a different approach which may consists of the managers personally going to the kitchen department of the hotel to directly talk to them, thus this is just an option, it is more recommended to organise a meeting with all the hotel departments and establish everything with them. Another good point of doing this is the fact that the employees will see the transparency (Salem, 2021) of the management procedures and will gain the needed trust which is much needed for the benefit of the company (EOA, 2021). 








[bookmark: _Toc74255112]FINDINGS – THE ACTION PLAN
	THE NUMBER 
	THE ISSUE
	THE SOLUTION 
	THE DESIRED OUTCOME 
	THE TIME SCALE 
	THE COMPLETION DATE 
	THE PLANNED BUDGET 

	
THE MAIN ISSUE 

	
THE STYLE OF MANAGEMENT IS NOT SUITABLE FOR THE ENVIORNEMNT –  POOR IMPLICATION OF STAFF TOWARDS GUEST SATSFSCTION
 
	
THE SUGGESTIONS THAT IS PREDICTED TO BE THE SOLUTION FOR THE ISSUE PRESENTED WITHIN THE HOTEL IS THE MANAGERIAL STYLE TO BE CHANGED, FROM THE X THEORY TO THE Y THEORY 

	
AFTER THE CHANGE WITHIN THE MANAGERIAL STYLE AND ITS APPROACHEMENT IS CHANGED, IT IS DESIRED THAT THE STAFF WILL START TO ACT CORRECTLY AND PUT MORE IMPLICATION TOWARDS THE CUSTOMER SATISFACTION – THEREFORE, THE BAD REVIEWS WILL BE OVERTAKEN BY THE POSITIVE REVIEWS 

	
AS SOON AS POSSIBLE WITHIN THE NEXT FOLLOWING MONTH FOR THE FASTEST RESULTS 
	
9TH OF JULY 2021 
	
BY FAR, THE MENTIONED PROBLEMS CAN BE SOLVED FREE OF CHARGE AS IT IS ONLY ABOUT THE BEHAVIOUR OF THE MANAGERS TOWARDS THE EMPLOYEES 



1. In order to quite expand what has been showed within the table, the first thing to do is for the managers to realise that the behaviour they are giving to the employees is not the needed one;
2. Therefore, they will need to be made aware of the presented theory – ‘’The X theory and the Y theory’’ so that they get a brief idea of what does this stands for; 
3. After their acknowledgement of the theories, they must think the whole situation in order to realise the correct treatment they should be given; 
4. Before that, it is vital to know the scope of this – briefly, the Forest of Arden Marriot Hotel is having claims due to the poor implication of the staff, due to the employees’ lack of implication which is because the fact that they are not receiving the needed treatment. In order to solve this and to help the business become as successful as possible, a change within the behaviour of the managers is needed; 
5. After this, most probably, the desired outcomes will start to be observable as the bad reviews will be even more rarely than they are now, and the predominant reviews will be of a positive nature;
6. Nevertheless, a time scale is to be imposed,  however it is suggested that in a course of a month , all of the changes that need to be made will be already done, therefore by the end of July, at the latest, the desired outcomes should be seen;
7. In terms of the budged, there is no budged planned ahead as this problems does not require any money to be solved – it is only about the wellbeing and the motivation of the employee, including the style of management which represents the main issue. 

[bookmark: _Toc74255113]RECOMMENDATIONS
After all the examinations, this consultancy report is able to recommend as follow:
· A change of the style of management – the current style of management is not being beneficial for none form this environment as the personnel’s wellbeing, mental health and motivation are low; the clients are not satisfied, even more, they are complaining about the services as a result of the employees’ implication; lastly coming the hotel as a whole which is not performing at its standard of the 4-star hotel; 
· The implementation of the 360 degree appraisal so that everyone will be able to give and receive feedback for the benefit of the hotel and for managerial purposes;
· Create more staff meetings, as often as possible in order to be aware of everything that is going on with regards to the business. 
· Additionally, the hotel could really see some more improvement if the social platforms will be better managed, therefore it is also recommended to better take care of the social media part of the business. 
[bookmark: _Toc74255114]CONCLUSION
The main issue that is at stake was shown to be a result of the poor management provided by the managers of the hotel. It is sustained that a change of the style management to be the solution of the both the main issue of the hotel, as well as the other issues which are actually a subdivision of the key issue. 

We, the INK Hotelier Consultancy IHC, are pleased that you choose to use our services and we hope that this consultancy report to solve the issues raised within the Forest of Arden Marriott Hotel & Country Club! Should you have any further questions or enquiries, do not hesitate to contact us! 

Kind regards, 
INK Hotelier Consultancy IHC
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Great hotel, poorly being run

“Having visited on numerous occasions, | was so disappointed with my stay on 30th
October with my family. We arrived mid afternoon from a 2hr plus journey to be told we
couldn't be accommodated in the restaurant or bar for food, but was not told to pre book
(which we were & did for the pool access). Reception & Bar staff were dismissive and failed
to challenge any of the Golf or wedding party guests wandering around without masks and
sitting in large groups. There was even a party on our floor in a room post bar closure! The
whole hotel was ridiculously hot throughout and the rooms barely breathable due to
temperature. | understand the reduced menu due to current situation, but the prices a not

Read more v
Date of stay: October 2020
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Golf Was Excellent but Hotel Service Was Awful

“Booked via golf breaks and the golf was amazing. The Arden Course was spectacular as
expected despite the wet conditions. The Aylesford Course is shorter than the Arden but
still enjoyable and well kept. Despite the golf being amazing, the one star rating is based
on the terrible service from the evening staff at the hotel during dinner service at the Cast
Iron area. It wasn't busy so there’s no excuse. We sat for about 45/50 minutes with empty
plates and empty glasses and not offered a refill or collection of plates. We got up and
walked away (knowing we still had a small bill to pay) and they just said good night and we
moved to the bar area. About 10 minutes later (still waiting to be served at the bar for a
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Not up to standard, terrible breakfast and service. Golf course not run well

“Stayed for 2 nights in a group of 16 golfers playing 2 rounds on the Arden and 1on the
Aylesford. Service at breakfast was terrible and the food was very poor, sausages very
cheap and told that only (powdered) scrambled eggs available twice when asked for other
options even though on the next table another guest was eating poached eggs on toast!
After being ignored for 20 minutes | had to ask for my table to be even given a drink
although other tables were served near us that came in 10 minutes after us. Golf course
was waterlogged on the first day and on the second we had thunderstorms and torrential
rain with no klaxon sounding or closing the course even though the greens were covered in




