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Executive Summary
MLL Palma Bay Club Resort has faced significant operational issues, resulting in decreased guest satisfaction, unfavourable internet reviews, and decreased profitability. This consultation report provides an in-depth evaluation of the hotel's substantial challenges and impact on company operations and strategic recommendations to improve service quality, operational efficiency, and long-term sustainability.
Key Issues Identified
This investigation highlighted many significant concerns impacting the hotel's overall performance and visitor experience:
❌ Guest Dissatisfaction: Negative reviews on TripAdvisor and Google accentuate unmet expectations concerning the quality of service, the quality of the food, and the room's conditions.
❌ Service Quality Concerns: To improve the guest experience, staff responsiveness, professionalism, and multilingual support must be improved. 
❌ Food and Beverage Complaints: Negative guest feedback is influenced by the limited food variety, poor quality, and restrictive drink policies. 
❌ Room Conditions and Maintenance: Comfort levels are influenced by outdated facilities, broken fixtures, and inadequate housekeeping services. 
❌ Misleading Advertising: Customer mistrust and negative word-of-mouth marketing result from discrepancies between advertised services and actual offerings. 
❌ Damage to Reputation: The resort's capacity to attract new guests and retain existing ones is diminished by its average rating of 3.5/5. 
❌ Declining Profitability: Financial sustainability is negatively affected by lower occupancy rates and reliance on heavy discount strategies.


Analysis of Findings
🔍 Guest satisfaction correlates with repeat bookings and financial stability (Heo, Kim and Drapé-Frisch, 2019). The resort's failure to meet guest expectations has led to declining customer retention rates.
🔍 Poor service quality and inconsistent staff performance have been proven to reduce loyalty in the hospitality industry (Ali et al., 2021). Staff training and performance monitoring are essential for reversing this trend.
🔍 Food and beverage quality significantly influences guest satisfaction and online reputation (Padlee, Thaw and Zulkiffli, 2019). The resort’s dining experience must be improved to meet industry standards.
Competitive research shows that rival hotels in Playa de Palma provide better service and open pricing (Widayati and Riorini, 2018), putting MLL Palma Bay Club Resort at a disadvantage.
Key Recommendations
To address these issues, this consultancy report proposes a structured improvement plan:
💡Improving Service Quality
· Start a mandatory customer service training program for all employees.
· Introduce multilingual support and cultural awareness training.
· Create a performance review system based on guest feedback.
💡Food and Beverage Improvements
· Rethink the all-inclusive package with higher meal variety and quality control (from vegan to halal).
· Upgrade beverage policy transparency and introduce premium drink upgrades.
· Strengthen food safety and hygiene standards.
💡Room Upgrades and Maintenance
· Conduct urgent repairs and preventive maintenance audits.
· Improve room amenities such as bedding, toiletries, and in-room appliances.
· Create a preventative maintenance schedule to avoid future deterioration.
💡Marketing and Reputation Management
· Adjust promotional materials to reflect accurate services and pricing.
· Create a guest feedback system for real-time issue resolution.
· Use strategic digital marketing efforts to rebuild the resort’s reputation.
💡Financial Considerations and ROI
· The estimated cost for these upgrades is £150,000, allocated to training, maintenance, food services, and marketing improvements.
· Anticipated revenue growth of £300,000 over 18 months, with an expected return on investment within two years.
MLL Palma Bay Club Resort has serious problems endangering its long-term sustainability. The resort can position itself as a competitive player in the Playa de Palma hotel market only by implementing focused service improvements, facility upgrades, and marketing strategy adaptation. Dealing with these problems will raise occupancy rates, improve general profitability, and raise guest satisfaction to guarantee sustainable future development.
This consultancy report also provides an actionable roadmap to achieving these goals, with a structured timeline guaranteeing an easy integration of proposed changes.
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Introduction
Significant operational difficulties at MLL Palma Bay Club Resort have been causing customer satisfaction to drop, bad online reviews to increase, and, of course, lower profitability. This consultation study offers a thorough examination of the main concerns of the hotel, together with proactive suggestions to improve operational efficiency, long-term sustainability, and service quality, as well as their effects on company success.
MLL Palma Bay Club Resort is located in Playa de Palma, Mallorca, a popular tourist location known for its active beach scene and proximity to the island’s capital. Operating for over thirty years, the resort offers about 500 rooms, several swimming pools, on-site dining options, and various entertainment venues. Despite these amenities, recent guest reviews show dissatisfaction with the whole experience, especially regarding food and beverage standards, service quality, and false advertising on the all-inclusive offers. The hotel's present 3.5/5 online rating reflects these continuous issues.
Horizon Hospitality Solutions specialises in offering customised solutions to hotels and resorts that face operational and reputation issues. With extensive experience in strategic business growth, customer service optimisation, and hospitality management, the goal is to apply data-driven methods to bring MLL Palma Bay Club Resort back in line financially and competitively.
The main problems in the resort include guest dissatisfaction caused by uneven service, poor maintenance, and discrepancies between advertised amenities and actual experiences. Service quality issues have aggravated negative guest experiences, including poor response times and insufficient multilingual support. Limited meal options, restrictive drink policies, and food and beverage complaints have led to perceptions of poor financial value. Furthermore, the resort has suffered from dishonest advertising strategies, undermining confidence and damaging the brand image.
This report uses three main strategic frameworks: the STEEPLED analysis, which investigates external social, technological, economic, environmental, political, legal, ethical, and demographic factors influencing the operations of the hotel; the SOAR analysis, which identifies the hotel’s strengths, prospects, aspirations, and expected results; and the TOWS analysis, which generates actionable strategies by cross-referencing the hotel's internal strengths and weakness with external threats and opportunities.
MLL Palma Bay Club Resort can increase guest satisfaction, build its brand recognition, and attain sustainable profitability using organised service improvements, facility upgrades, and proactive marketing strategies. This report guarantees long-term success for the resort by offering a detailed roadmap to achieving these objectives, ensuring long-term success for the resort.

Issues Analysis 
⚠️ Guest Dissatisfaction 
MLL Palma Bay Club Resort's guest dissatisfaction mostly comes from mismanaged expectations and a discrepancy between advertised facilities and guests' actual experiences. Many TripAdvisor and Booking.com reviews point to inconsistencies, including poor meal quality, limited all-inclusive amenities, and accommodation maintenance problems. Studies reveal that false advertising reduces customer satisfaction and brand confidence, leading to a decline in repeat business (Ullah and Hussain, 2015). similarly, a hotel's reputation and retention rates depend directly on its level of service excellence (Mmutle and Shonbe 2017). The resort's inability to satisfy visitor expectations has led to a general rating decrease that affects profitability and occupancy rates (Sun, 2011).
⚠️ Service Quality Concerns 
With poor response times, staff unprofessionalism, and lack of attention highlighted most throughout TripAdvisor and Google Reviews, the quality of service at MLL Palma Bay Club Resort has been a frequent source of guest complaints. Employee responsiveness, empathy, and assurance significantly affect customer satisfaction in hospitality, according to a 2021 Ali et al. Moreover, Furthermore, Vidyanata (2022) highlights that poor service quality directly correlates with low customer loyalty and repeat bookings. Padlee et al. (2019) also found that staff behaviour significantly shapes guest experiences. Therefore, the lack of multilingual support in this hotel raises serious issues.
⚠️ Food and Beverage Complaints 
One of the most important determinants of customer satisfaction is food quality. Yet, Mll Palma Bay Club Resort gets ongoing complaints about limited selection, poor food quality, and restrictive drink policies (TripAdvisor, 2024). Food quality has the most significant effect on hotel customer happiness, according to a 2019 Padlee, Thaw and Zulkiffli study; it even positions employee behaviour and room amenities as less important. Manal et al. (2024) also highlighted that restaurant quality directly influences guest loyalty and repeat visits. Poor food standards often lead to negative guest experiences and lower return rates, as in Kumar and Bhatnagar's (2017) study on mid-tier hotels.
⚠️ Room Conditions and Maintenance 
Guests on TripAdvisor and Booking.com frequently criticise the MLL Palma Bay Club Resort for its insufficient maintenance, lack of essential amenities, and substandard room conditions. Mchigani et al. (2019) discovered that customer satisfaction is significantly influenced by housekeeping and maintenance, with cleanliness being a critical factor in a hotel's reputation. In addition, Enemuo et al. (2016) noted that inadequate maintenance undermines the brand image and reduces customer retention. Richard et al. (2014) underscored the necessity for facility upgrades and stricter housekeeping policies, as faulty fixtures, uncomfortable bedding, and outdated interiors result in negative customer perceptions.
⚠️ Misleading Advertising and All-Inclusive Limitations 
The MLL Palma Bay Club Resort promotes itself as a high-quality, all-inclusive destination. However, customer reviews on TripAdvisor and Google Reviews reveal substantial limitations in food and beverage policies and entertainment options. Ullah and Hussain (2015) discovered that misleading advertising reduces customer trust and purchase intention, resulting in negative word-of-mouth. Similarly, Iqbal and Siddiqui (2019) found that deceptive marketing reduces consumer loyalty in service-based companies. Crick and Spencer (2011) highlight that hospitality companies that rely on exaggerated promotions frequently have lower client retention rates. This issue eventually develops distrust among guests, lowering repeat visits and threatening long-term profitability.
⚠️ Staff Performance and Guest Experience
Guest experiences at MLL Palma Bay Club Resort are frequently affected by inconsistent service quality, language barriers, and ineffective complaint resolution (TripAdvisor, 2024). According to Zrnić and Lončar’s (2024) research, staff expertise and training significantly impact guest satisfaction.
Similarly, Gunawardana, Gamlath, and Herath (2024) highlighted that staff competence directly impacts consumer loyalty in hospitality. Bagus et al. (2024) believe personalised service and staff interaction considerably increase guest satisfaction.
Without proper training and service consistency, a hotel risks dissatisfied guests and reduced repeat bookings, as observed in Chetta et al. (2017) research on behavioural decisions in hospitality.
⚠️ Reputation Damage (Online Reviews) 
The MLL Palma Bay Club Resort has an average rating of 3.5/5 on TripAdvisor and Google Reviews, with several one- and two-star ratings indicating ongoing service concerns. Gabbard (2023) discovered that unfavourable online reviews considerably impact hotel performance, affecting booking rates and overall profitability. Similarly, Anagnostopoulou et al. (2019) found that hotels with poor internet reputations have lower revenue due to decreased consumer trust. Majó et al. (2021) underlined that potential visitors rely on reviews as their primary decision-making tool, highlighting how negative feedback significantly reduces competitiveness and occupancy rates in high-tourism locations such as Playa de Palma.

Impact on the Hotel
⚠️ Declining Guest Retention and Bookings 
Guest dissatisfaction at MLL Palma Bay Club Resort is directly related to declining guest retention and booking rates. Numerous TripAdvisor and Booking.com reviews show that many guests would not return and actively discouraged others from going or staying. A study by Heo, Kim, and Drapé-Frisch (2019) discovered that identifying and addressing dissatisfaction is essential for fostering long-term customer loyalty. Similarly, Anagnostopoulou et al. (2019) found that poor online reviews result in financial losses by lowering bookings and increasing dependency on costly marketing activities. Mandal (2023) also noted that unresolved service complaints reduce customer lifetime value. Without intervention, the resort risks continued revenue decline, increased competition losses, and greater dependency on aggressive discounting strategies to attract new guests.
⚠️ Negative Online Reputation
A poor online reputation considerably lowers hotel bookings, as most travellers rely on guest reviews to make reservations. MLL Palma Bay Club Resort received multiple low ratings on TripAdvisor and Google Reviews, reducing its appeal to prospective tourists. Li et al. (2024) discovered that bad online reviews greatly influence hotel booking intentions, resulting in revenue loss. Anagnostopoulou et al. (2019) demonstrated that hotels with low online ratings have a drop in financial performance. Gabbard (2023) also highlighted the importance of proactive online reputation management in reducing damage and restoring guest confidence. Without intervention, the resort will continue to lose potential guests, requiring it to rely on aggressive discounting strategies to maintain occupancy.
⚠️ Competitive Disadvantage
MLL Palma Bay Club Resort, ranked #33 out of 84 hotels in Playa de Palma, faces competition from hotels that provide higher service quality, superior dining, and more transparent pricing. Hesford et al. (2020) discovered that hotels with weak competitive positioning have lower occupancy rates and profit margins. Similarly, Widayati and Riorini (2018) stressed that brand image and service quality are essential factors in a hotel's market position. According to Ofori and Appiah-Nimo (2021), customer relationship management substantially impacts competitive advantage, an area where the resort underperforms. Without strategic improvements, the hotel risks falling further behind rivals, increasing reliance on discounting and reducing long-term profitability.
⚠️ Reduced Profitability
Negative online reviews directly influence hotel revenue since they reduce occupancy rates and increase reliance on promotional efforts to attract new customers. Anagnostopoulou et al. (2019) discovered that inadequate evaluations significantly reduce hotel revenue by discouraging potential guests and weakening pricing power. Li et al. (2024) also revealed that hotels with low online ratings frequently rely on third-party booking platforms, which results in higher commission fees and lower profit margins. According to Chowdhury and Deshpande (2020), hotels with poor reputations invest less in property renovations, resulting in a downward cycle of guest satisfaction. MLL Palma Bay Club Resort faces long-term financial instability and competitive decline without action.

STEEPLED Analysis
A STEEPLED analysis examines external elements that affect MLL Palma Bay Club Resort, including social, technological, economic, environmental, political, legal, ethical, and demographic concerns. These elements impact the hotel's operations, guest pleasure, and profitability.
📌Social Factors 
Today's guests expect better value, transparency, and improved customer service. Honchar et al. (2023) discovered that hotels that fail to fulfil modern social norms have poorer guest retention. Negative reviews on platforms like as TripAdvisor and Google Reviews drastically affect bookings, highlighting the importance of social media visibility. According to Ali and Anjum (2024), eco-conscious travellers are increasingly affected by sustainable hospitality activities, which suggests that the resort's absence of apparent sustainability practices may repel potential guests.
📌Technological Factors 
The resort's lack of digital solutions, such as online check-ins and chatbot customer support, decreases efficiency and convenience for guests. Nikolskaya et al. (2021) noted that technology implementation in hospitality increases visitor satisfaction and operational efficiency. Singh et al. (2021) discovered that AI and automation in hospitality improve service delivery, implying that MLL Palma Bay Club Resort's hesitation to modernise its technical infrastructure may place it at a competitive disadvantage.
📌Economic Factors 
Rising operational costs and decreased occupancy rates have a direct influence on profitability. Okeleke et al. (2023) discovered that economic downturns drive hotels to rely on aggressive discounting, reducing their long-term financial viability. KushaliBhurat and Sushmitha (2020) also stated that poor working capital management in hospitality leads to rising debt and reduced reinvestment capacity, which explains why MLL Palma Bay Club Resort fails to sustain service quality and facility improvements.
📌Environmental Factors 
The resort's varied trash management procedures may alienate environmentally minded visitors. Ali and Anjum (2024) discovered that hotels with inadequate environmental standards lost popularity among modern travellers, notably in Europe, where sustainability is widely valued. Honchar et al. (2023) argue that impact investing in eco-friendly hospitality boosts guest perception and long-term profitability. Green measures like energy-saving technologies and plastic reduction could help the resort's environmental reputation.


📌Political Factors 
Changes in tourism rules following the epidemic may influence guest behaviour. Fowler (2022) observed that the hospitality business is still sensitive to government regulations such as travel restrictions and tax adjustments. Palamarek et al. (2022) discovered that political instability affects tourism flow, making policy adaptation critical for hotel viability.
📌Legal Factors 
The hotel faces legal action over false advertising and hygiene standards. Anagnostopoulou et al. (2019) discovered that legal conflicts over deceptive marketing reduce brand trust and profitability. Similarly, Ofori and Appiah-Nimo (2021) underline the importance of ensuring compliance with hospitality rules to avoid financial and reputational loss.
📌Ethical Factors 
Unclear pricing strategies and hidden fees raise ethical concerns. Crick and Spencer (2011) discovered that hospitality brands that offer false pricing lose consumer trust. According to Gabbard (2023), hotels that practise ethical pricing transparency experience increased customer loyalty.
📌Demographic Factors 
The increasing demand for all-inclusive luxury experiences necessitates adaptation. Widayati and Riorini (2018) discovered that changing visitor preferences necessitated more excellent service standards in the hospitality industry. Zaitseva et al. (2016) observed that hotels that fail to match demographic assumptions risk losing market relevance.

SOAR Analysis 
A SOAR analysis (Strengths, Opportunities, Aspirations, and Results) is a positive and strategic evaluation of MLL Palma Bay Club Resort's capabilities and future potential. Unlike SWOT analysis, which focusses on vulnerabilities and threats, SOAR emphasises utilising strengths and discovering possibilities for long-term success. This method is very effective in the hospitality business for improving visitor satisfaction, branding, and operational efficiency (Elgahwash et al., 2023).
Strengths and Opportunities
📌 Prime Location Near Beach and Airport 
One of MLL Palma Bay Club Resort's main advantages is its ideal location near the Playa de Palma oceanfront and Palma de Mallorca Airport. Widayati and Riorini (2018) discovered that proximity to prominent attractions considerably impacts guest booking decisions, making it an asset. However, a superior location fails to guarantee client pleasure. The resort may capitalise on this advantage by improving its all-inclusive experience, focusing on visitor interaction, straightforward pricing, and exceptional service (Elgahwash et al., 2023).
📌 Large Property with Multiple Pools
The resort has a wide layout with multiple pools, which is regularly commended in guest reviews. Luo and Lam (2022) noted that hotels with different recreational facilities had higher guest retention and spent more on every visit. However, many concerns focus on poor maintenance and overcrowding. Investing in poolside service improvements, designated quiet zones, and better crowd control might greatly boost guest satisfaction. Furthermore, digital marketing to highlight improved amenities would attract new tourists while increasing online reputation scores (Elgahwash et al., 2023).
📌 Some Staff Members Receive Positive Reviews
Despite complaints about poor service, some employees receive excellent comments. Gunawardana et al. (2024) discovered that staff competence and guest contact substantially impact hotel success. Investing in comprehensive staff training programs that focus on multilingual service, problem-solving, and customer interaction has the potential to standardise service quality across all departments. Furthermore, motivational incentives and a guest feedback recognition system can boost employee morale, improving service quality and guest experiences (Elgahwash et al., 2023).
Aspirations and Results
📌 Become a Top-Rated All-Inclusive Hotel in Mallorca
The resort aims to become one of the top-rated all-inclusive hotels in Mallorca. Li et al. (2024) discovered that guests' perceptions of all-inclusive resorts are influenced by food quality, entertainment, and overall pricing transparency. Achieving this aim necessitates consistent guest experience improvements, increased service efficiency, and a clear communication strategy for setting realistic guest expectations. These improvements will lead to higher occupancy rates, a better online reputation, and more significant revenue (Elgahwash et al., 2023).
📌 Offer an Upgraded Dining Experience 
A major guest concern is the limited food and beverage options. Padlee et al. (2019) discovered that eating experiences influence guest loyalty. Implementing different menu options, themed dining nights, and revised beverage policies will increase customer satisfaction and repeat reservations (Elgahwash et al., 2023).
📌 Create an Improved Guest Engagement System 
A personalised visitor engagement system incorporating AI-powered chatbots, mobile concierge services, and real-time feedback collecting can significantly improve guest experiences. Singh et al. (2021) found that hotels that use AI-based engagement have higher customer satisfaction and an improved online reputation. Implementing such a method will result in improved reviews and long-term profitability (Elgahwash et al., 2023).

TOWS Analysis
A TOWS analysis builds on a SWOT analysis by examining how external opportunities and threats might be balanced against internal strengths and weaknesses to generate strategic solutions. Szeliga-Duchnowska and Goranczewski (2017) emphasise the importance of TOWS in identifying specific solutions that fit with external industry trends while reducing internal constraints.
📌 Threats and Opportunities
Low Guest Satisfaction and Declining Reputation ➡️ Rebrand as a Cost-Effective Resort with Transparent Pricing
One of the most significant concerns to MLL Palma Bay Club Resort is low guest satisfaction due to false advertising and poor service quality. Negative reviews affect the hotel's brand reputation, resulting in fewer direct reservations and poorer guest retention rates (Rustandi, 2020). To address this, the resort could reposition itself as a cost-effective destination with transparent pricing. Transparent communication about all-inclusive options, such as alcohol restrictions and additional costs, would help rebuild visitor trust (Amin et al., 2021).
📌 Strong Competition from Nearby Hotels ➡️ Improve Facilities and Implement Digital Marketing Strategies
Playa de Palma is a highly competitive market, with some higher-rated hotels providing excellent guest experiences. According to studies, hotels that maintain their competitive position through focused digital marketing and facility renovations outperform those that rely solely on discounts (Rustandi, 2020). The resort should prioritise social media engagement, influencer collaboration, and targeted advertising to compete. Investing in improved dining areas, entertainment alternatives, and guest-friendly digital solutions (such as a reservation and service request app) can boost guest satisfaction and set the hotel apart from competitors (Jayashree et al., 2010).
📌 Weaknesses and Strengths
Poor Food Quality and Service Issues ➡️ Large Property with Multiple Pools and Entertainment Spaces
One of the resort's most common complaints is poor food quality and uneven service. According to research, poor dining experiences significantly drop consumer retention at all-inclusive resorts (Reiter et al., 2023). To compensate for this deficiency, MLL Palma Bay Club Resort should use its expansive property space to provide new eating places, increasing diversity and food quality. Furthermore, redesigning the service model (including improved staff training, multilingual support, and computerised ordering systems) would dramatically improve the customer experience (Saleh & Ryan, 1991).
📌 Misleading Advertising Damages Trust ➡️ Opportunity to Rebuild Reputation Through Improved Service
Misleading advertising affects trust and long-term client loyalty (Islam, 2025). A clear marketing plan, combined with demonstrable service improvements, can help to regain confidence. The resort should set up a customer satisfaction feedback system to address problems and change service accordingly. Szeliga-Duchnowska and Goranczewski (2017) noted that real-time guest feedback programs reduce dissatisfaction while improving online reputation metrics.
💡The TOWS analysis identifies critical weaknesses and dangers that MLL Palma Bay Club Resort must address immediately. The most significant risks include low guest satisfaction, false advertising, and service inefficiencies, undermining the resort's brand reputation and financial performance. However, the resort offers several advantages and opportunities, including its great location, large property size, and market repositioning potential. 
The resort may boost competitiveness and guest retention by rebranding itself as a cost-effective destination, investing in higher-quality service, updating its food options, and leveraging digital marketing. Implementing guest feedback methods and transparent pricing methods will boost trust and loyalty. If implemented correctly, these strategic improvements will allow MLL Palma Bay Club Resort to reclaim a solid market position, increase profitability, and secure long-term viability.










Recommendations and Change Management 
🎯 Key Recommendations 
📍Increasing Service Quality 
MLL Palma Bay Club Resort must adopt a structured service quality improvement program to improve customer satisfaction and hotel performance.
🔹Customer Service Training Program
Studies show that employee training directly increases service quality in the hotel industry. Waqanimaravu and Arasanmi (2020) discovered that hotels that implement continuous staff training programs show a 25% boost in customer satisfaction. Johnson, Park, and Bartlett (2018) also found that customer service training increases employee engagement, resulting in higher customer interactions. To guarantee that employees continuously provide high-quality service, the resort should implement regular training sessions centred on professionalism, responsiveness, and problem-solving.
🔹Multilingual Support for International Guests
Language barriers have a significant impact on guests' experiences in international hospitality. Tziora et al. (2016) discovered that multilingual service capabilities offer a competitive advantage, especially in European destinations. The resort should conduct language training programs and hire multilingual staff members to improve guest communication and happiness.
🔹Employee Incentive System Based on Guest Satisfaction
Linking employee compensation to guest satisfaction measurements has increased service quality. Yao et al. (2019) found that performance-based incentives improved employee motivation and service recovery performance. MLL Palma Bay Club Resort can build a more guest-focused service culture by incorporating guest feedback into staff assessments and rewarding high-performing employees.

📍Food and Beverage Improvements 
Improving food quality and beverage service is critical to increasing visitor satisfaction and long-term commitment at MLL Palma Bay Club Resort. Research has shown that negative dining experiences substantially impact a hotel's overall guest opinions (Kumar and Bhatnagar, 2017).
🔹Redesigning the All-Inclusive Package for Better Meal Variety and Quality
Food variety is a significant component of guest satisfaction. Manal et al. (2024) discovered that hotels with numerous and high-quality dining options receive more return visits and positive internet reviews. To further improve the dining experience, the resort could include rotating international menus, fresh ingredients, and live cooking stations.
🔹Increased Transparency in Drink Policies and Premium Beverage Options
Unclear beverage regulations might lead to guest dissatisfaction Moufakkir (2010) argued that transparent beverage policies increase guest trust and satisfaction. The resort should explicitly communicate drink limitations and provide premium beverage upgrades, allowing guests to choose their experience.
🔹Improving Food Storage and Hygiene Standards
Proper food storage and service procedures assure quality and safety. Benedicta et al. (2022) discovered that hygiene standards directly impact client retention at five-star hotels. The resort should implement HACCP food safety procedures and staff training programs to comply with international hygiene requirements.
📍Room Upgrades and Maintenance 
Providing well-maintained and enjoyable accommodation is essential for client satisfaction and repeat business. According to recent research, room quality directly impacts the entire guest experience and the likelihood of return (Septiany, Mansur and Semarang, 2024).

🔹Conduct an Urgent Maintenance Audit
Faulty air conditioning, faulty fixtures, and dangerous balcony railings are common guest complaints. Au-Yong, Hoh, and Amos (2024) state that maintenance difficulties significantly impact guest satisfaction and online reviews. A thorough property audit should be performed to identify and prioritise critical repairs, ensuring that all rooms satisfy safety and comfort standards.
🔹Improve Room Amenities
Guests expect basic in-room facilities like kettles, high-quality bedding, and toiletries. Agil et al. (2024) discovered that modern amenities increase perceived value for money and impact booking decisions. The resort could upgrade bedding, give needed toiletries, and provide in-room appliances to increase visitor comfort.
🔹Establish a Preventative Maintenance Schedule
Preventative maintenance initiatives lower guest complaints and operational costs (Richard et al., 2014). Regular inspections and preventive maintenance can help MLL Palma Bay Club Resort avoid long-term damage and frequent service disruptions.
📍Upgrading Entertainment and Guest Experience
Entertainment has a significant impact on customer satisfaction and retention. Kouzmal (2020) discovered that hotels with well-structured entertainment programs directly increase good guest evaluations and repeat bookings.
🔹Develop an Entertainment Calendar
An organised program of events catering to various interests guarantees that guests have enjoyable experiences. Lončar and Čerović (2023) found that structured entertainment improves hotel ratings.
🔹Implement Digital Booking for Activities
Online reservations for on-site activities reduce wait times and frustration (Singh et al., 2021).
🔹Extend Evening Entertainment
Ensuring evening events match advertised expectations improves guest trust and satisfaction (Kouzmal, 2020).
📍Transparent Marketing and Communication 
Effective communication and openness are critical for visitor trust and pleasure in the hospitality sector. Fitriana et al. (2021) found that integrated marketing communication significantly boosts hotel guest loyalty.
🔹Adjust Promotional Materials
Misleading ads can undermine a hotel's reputation. Accurate marketing materials set reasonable visitor expectations, lowering discontent (GWO Sevo, 2025). The resort should update all promotional materials to reflect current services.
🔹Implement Guest Feedback Mechanism
Real-time guest feedback allows hotels to address complaints quickly, improving ratings (Singh et al., 2021).
🔹Introduce a Dedicated Guest Relations Team
Guest relations teams improve communication and service recovery, increasing guest loyalty (Kim and Kim, 2016).

🎯 Implementation Strategy 
📍Training and Staff Development 
Investing in staff training and development is critical to improving service quality and decreasing employee turnover in the hospitality business. Utete (2023) discovered that hotels with structured training programs have higher employee retention and client satisfaction.
🔹Mandatory Customer Service Training
According to studies, hotels that provide continuing customer service training saw a 25% rise in service quality ratings (Waqanimaravu and Arasanmi, 2020). Training sessions should focus on visitor engagement, complaint resolution, and cross-cultural communication.
🔹Cross-Training for Operational Flexibility
Cross-training promotes workforce flexibility by allowing individuals to undertake several positions during peak seasons. Mishra, Sharma, and Kumar (2019) discovered that cross-trained staff improve operational efficiency and shorten service delays.
🔹Performance Reviews Based on Guest Feedback
A quarterly staff evaluation system connected to guest satisfaction ratings can help promote service improvements. Luzon (2022) stated that performance-based appraisals improve staff motivation and accountability.
📍Operational Improvements 
Operational efficiency is essential for customer satisfaction, cost management, and hotel competitiveness. Parkan (1996) discovered that well-structured operational processes boost hotel performance and guest satisfaction.
🔹Increase Housekeeping Inspection Frequency
Guests prioritise cleanliness, which has a direct impact on their contentment. Frequent cleaning inspections decrease guest complaints by 30% while increasing internet ratings (Channel Rush, 2024). A daily inspection will ensure uniform hygiene and maintenance requirements (Ambardar et al., 2023).
🔹Partner with Local Food Suppliers
Fresh, high-quality ingredients improve eating experiences and guest perceptions. Skordoulis et al. (2024) state that hotels that use local ingredients have a 20% boost in guest satisfaction and higher return rates. Collaboration with local farmers and suppliers will boost menu quality and sustainability efforts.
🔹Introduce a Smart Room Service Request System
Digital room service ordering decreases wait times and improves the guest experience. Wu and Song (2011) discovered that hotels adopting mobile apps for service requests see a 15% boost in efficiency and higher guest evaluations. MLL Palma Bay Club Resort should create a mobile app-based system that allows easy service requests.
📍Change Management Approach 
Change management is essential to successfully adopting new operational strategies in the hospitality business. Grynko et al. (2024) found that structured change initiatives increase efficiency and employee adaption.
	Change Initiative
	Strategy for Implementation
	Stakeholder Involvement

	Customer Service Training
	Scheduled workshops and online modules
	HR, Management, Frontline Staff

	Food and Beverage Upgrades
	Supplier audits and guest feedback integration
	Kitchen Staff, Procurement

	Room Maintenance Overhaul
	Scheduled inspections and guest reporting system
	Housekeeping, Maintenance

	Entertainment Program Expansion
	Activity scheduling and external partnerships
	Marketing, Entertainment Team



🔹Structured Implementation of Training Programs
Practical training improves workforce adaptability (Grynko et al., 2024). Implementing required training sessions ensures that employees are ready for new initiatives.
🔹Transparent Communication and Stakeholder Engagement
Engaging key stakeholders in change talks helps to reduce opposition. Kowssarie and Mansour (2023) discovered that organisations prioritising internal communication lower employee turnover and improve service efficiency.
🔹Monitoring and Adjusting the Change Process
Hotels can improve the guest experience by implementing feedback tools and performance tracking (Rana, 2023).
📍Measuring Success and Impact 
To ensure the efficiency of operational improvements, MLL Palma Bay Club Resort must set clear performance goals. Structured performance measurement frameworks have been found to increase decision-making and service efficiency (Cruz, 2007).
🔹Key Performance Indicators 
Setting precise Key Performance Indicators (KPIs) allows hotels to monitor their success efficiently. Dasandra et al. (2022) state that data-driven performance monitoring improves visitor happiness and operational efficiency. The following KPIs will be utilised:
✅ Guest Satisfaction
Increase guest satisfaction scores by at least 20% over 12 months, based on TripAdvisor and Google Reviews.
✅ Online Reputation Management
Reduce negative online reviews of service, food, and rooms by at least 30%.
✅ Return Guests
Increase repeat bookings by 15%, indicating improved guest loyalty.
✅ Overall Ratings
Improve TripAdvisor and Google Review ratings to 4.2+, reflecting improved experiences.
🔹Monitoring and Feedback Mechanisms
Continuous feedback ensures long-term improvement. According to research, providing real-time feedback to guests and employees improves service quality. The following mechanisms will be utilised:
✅ Monthly Guest Surveys
Digital surveys will analyse guest views of cleanliness, food, and service.
✅ Anonymous Employee Feedback
A technique for collecting employee suggestions for operational changes and creating a healthy work environment (Puhakainen and Siponen, 2010).
✅ Quarterly Management Evaluations
Regular meetings to analyse performance data and adjust improvement strategies.

📍Financial Considerations
Strategic improvements at MLL Palma Bay Club Resort require a financial investment of around £150,000. Effective cost control and revenue growth strategies are critical for achieving a positive return on investment (ROI). According to research, hotels that use structured cost management strategies boost their profitability by 20-30% in three years (Yudina et al., 2023).
🔹Estimated Costs and Initial Budget Allocation
A systematic cost allocation strategy ensures that financial resources are employed efficiently for significant operational improvements (Briciu and Carmen, 2010).
	Initiative
	Cost Estimate (£)
	Expected Impact Over 12 Months

	Staff Training Program
	£15,000
	20% improvement in guest interaction and service ratings

	Room Upgrades
	£50,000
	25% reduction in maintenance complaints

	Food and Beverage Overhaul
	£30,000
	30% increase in dining satisfaction scores

	Marketing and Communication Adjustments
	£10,000
	15% increase in direct bookings due to transparency

	Entertainment Expansion
	£20,000
	25% increase in guest participation in hotel activities

	Maintenance Improvements
	£25,000
	35% fewer guest complaints regarding room conditions

	Total Estimated Cost
	£150,000
	Positive ROI expected within 18–24 months



Studies show that focused financial investments in guest experience and operational efficiency improve revenue retention and lower churn rates (Tamaddoni et al., 2017).
🔹Expected Revenue Growth and ROI Timeline 
With improved service quality, room upgrades, and F&B additions, MLL Palma Bay Club Resort anticipates:
✅ Increase in Average Daily Rate (ADR)
Raising room prices by £5-£10 per night due to improved services and room quality, generating an additional £200,000 in annual revenue.
✅ Boosted Occupancy Rates
An expected 10-15% increase in bookings, resulting in an extra £300,000 in revenue over 18 months.
✅ Higher Repeat Guest Bookings
Loyalty incentives and improved guest experiences can boost returning guests by 15%, generating £120,000 in sustained income each year (Afandy, 2024).
A financial break-even point is expected in 12-18 months, with a full ROI within two years. The hotel can achieve long-term profitability and visitor loyalty by optimising financial allocation and tracking key performance indicators (KPIs) (Penkina et al., 2024).
🔹Timeline and Operational Integration 
A systematic deployment timeframe minimises disturbance to everyday operations while maximising worker adaptability (Perdomo-Verdecia et al., 2022).

	Phase
	Timeframe
	Key Actions

	Phase 1 (Month 1–3)
	Planning and Pilot Testing
	Staff training begins, supplier contracts are secured, and maintenance audit is conducted.

	Phase 2 (Months 4–6)
	Small-Scale Implementation
	Room upgrades initiated, food and beverage improvements piloted

	Phase 3 (Months 7–9)
	Full Implementation
	Expanded entertainment program launched, marketing updates completed

	Phase 4 (Months 10–12)
	Performance Evaluation
	KPI assessment, guest surveys analysed, final adjustments made



To ensure easy integration, the following strategies should be used:
✅ Staff Preparation and Communication
Weekly staff briefings and feedback sessions to facilitate the transition.
✅ Incremental Deployment
Implementing improvements in phases rather than all at once to avoid service disruptions.
✅ Real-Time Monitoring
Monthly guest satisfaction surveys and performance reviews to adjust strategies dynamically (Rana, 2023).
By adhering to this defined timeframe and integration plan, MLL Palma Bay Club Resort will guarantee an easy transition, long-term cost savings, and increased profitability.


Conclusion
MLL Palma Bay Club Resort is at an urgent juncture, with several operational difficulties threatening guest satisfaction, financial performance, and competitive competitiveness. This report identified critical areas of concern, such as poor service quality, poor food and beverage experiences, misleading marketing, and inadequate room maintenance. These difficulties have led to a deteriorating internet reputation and lower profitability, necessitating prompt correction. 
The investigation found that service quality significantly impacts guest satisfaction and repeat bookings. Staff training and linguistic support will improve guest experiences, eliminating service discrepancies and unprofessional behaviour. Furthermore, resolving food and beverage problems by increasing menu diversity, making drink regulations more transparent, and maintaining high sanitary standards would assist in recovering customer trust and loyalty. 
Another common issue among travellers is the quality of their rooms. Implementing a comprehensive maintenance and upgrade plan, which involves improving basic facilities and conducting frequent inspections, would dramatically improve comfort and customer perception. Furthermore, connecting marketing materials with actual offerings would reduce guest scepticism and poor word-of-mouth, allowing the resort to regain its reputation. 
Financially, our advised adjustments are estimated to cost £150,000, but the expected return on investment within two years makes it a realistic and required plan. By increasing occupancy rates, raising the average daily fee, and improving guest retention, the resort expects to collect an additional £300,000 in yearly revenue. 
To ensure easy integration, the planned activities would be implemented in phases over a 12-month period. Regular monitoring, feedback gathering, and performance reviews will help to fine-tune the process and ensure its effectiveness. Finally, by taking proactive initiatives towards operational improvement, MLL Palma Bay Club Resort can relaunch itself as the premier all-inclusive destination in Playa de Palma.
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We offer our heartfelt appreciation to MLL Palma Bay Club Resort for trusting us with this project. We are sure that by following the recommendations in this report, the resort will experience improvements in guest satisfaction, financial performance, and long-term sustainability. We look forward to assisting the hotel in pursuing operational excellence and future success.
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Terrible hotel
STAY AWAY 11!

I wouldn’t recommend this hotel at all.

First of all the rooms are tiny and not as described. Ceiling was
falling apart,

Balcony railing was coming away from the walls (unsafe),

Bar Soap was left from previous people @

Hair was left in the bath which we had to clean

Toe nail clippings was left on the floor

No evening entertainment AT ALL which was advertised and still
being advertised whilst we were there.

Allinclusive wasn't at all what happened, at lunch and dinner you
would get 3 drinks that make a pint of San Miguel or wine. The wine
was like vinegar, the soft drinks were only available at the bar or
for meals (when it was working) and you have to pay a deposit of
€lfor atiny cup at the bar. Definitely not worth the extra money
for allinclusive.

The food isn't great at all. You are so limited! Salad and cold
meats all the time and the hot (barely warm) meat was chicken or
fish. And to top it all off raw chicken was served to us!!ll When | told
the staff they didn't take the chicken away. We weren't the only
ones and fell il the next day. We ate out most of the time after

this!

Also, Cleaners come in when we were asleep and they paid no
attention to the signs on the door.

Overall we will not be going back and | recommend staying well
away from this hotel unless you want food poisoning.
Read less A
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Location was good, close to airport only 50 euros for 8 seater taxi
each way

On arrival to the hotel reception was very friendly.

It went down hill from there.

Family room for 4, 2 adults and 2 teenagers is the same room as
the 2 other rooms we booked with 2 single beds squeezed in.

Very thin mattresses on both, asked for a topper and extra pillows,
didn't get.

1small restaurant for all 6 accommodation block's, long queues
and the food is absolutely disgusting.

Cold, tasteless and very rude staff especially Isobel, we
attempted 1 meal the whole week and left and ate out.

If your English do not bother with this hotel, German's are treated
like royalty even when they was drunk, causing a scene and
smashing up the rooms.

Iwould say you get what you pay for but paying all inclusive for a
bedisn‘tworth it.

You have to pay for cups at the pool bar, 1 euro for kids and 2 euro
for adults, Isobel on the pool bar refused to change notes for cups
or pool table.

Everyone we spoke to couldnt wait to leave.

Location was amazing with a beautiful beach, bars, and
restaurants to then have to return to this dump

Soiled towels and bedding left in corridors, pool areas were
cleaned each evening.

Never left a negative review before but don't want others to be
fooled by room pics ect

Read less A
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Denis M
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@0000 3monthsago  ses
DISSGUSTING

THIS HOTEL IS THE WORST THAT | HAVE STADE IN WE WENT ALL
INCLUSIVE BUT WAS NOT YOU WERE ONLY ALLOWED 3 BEERS AT
LUNCH AND 3 AT TEA | SAY BEERS THEY WERE WINE GLASSES AND
HALF THE TIME THE Y WERE NOT EVAN FULL THE FOOD WAS
FREEZING COLD AND ONLY 1 MEAT OTHER THAN COLD HAMS
/AND GARLIC SLICED MEAT BREAKFAST CONSISTED OF HALF
CCOOKED SO CALLED BACON AND SASAGES THE ROOMS WERE
BASIC WITH NO KETTLE OR ANY UTENSILS SO BOOK AT YOUR
PERRIL

Readless A

Date visited Oct 2024
Triptype  Couples

Value Rooms Location
- 0 . 10 G 30
Cleanliness Service Sleep Quality

L] 40 CEEEEED 30 - 10

This review is the subjective opinion of  Tripadvisor member and not of Tripadvisor LLC.
Tripadvisor performs checks on reviews as part of our industry-leading trust & safety
standards. Read our transparency report to learn more.

13 Ohelpfui votes.
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00000 3monthsago  ses
Worst holiday we’ve had

The rooms are old but clean and tidy. Staff were lovely for the most
part although one staff member switched the light above the pool
table we were playing on without warning or comment.

Allinclusive is now soft drinks 10am to 10pm and you can have 3
small glasses of lager or wine per adult with your lunch or
dinner....you have to drink them there and then and can't carry
them over. ...

Read more v

0" Tip: We wouldn’t go back so and lots of others said the
same and actually said they couldn't wait to go home

Date visited Oct 2024
Triptype  Couples

Value Rooms Location

- 0 CEE— 30 IS 20
Service Sleep Quality

30 CEE—— 30 G 40

This review is the subjective opinion of  Tripadvisor member and not of Tripadvisor LLC.
Tripadvisor performs checks on reviews as part of our industry-leading trust & safety
standards. Read our iransparency report toleam more.

13 Ohelpfui votes.
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#33 0f 84 hotels in Playa de Paima

Location - s
Rooms -_— 31
Value L] 36
Cleanliness ~ GEENEED 36
Service L 35
Sleep Quality GEEEED 32

Satisfaction on 6178 acres. MLL Palma-Bay Club Resort hotel is located in
a quiet area in the beach of Palma (Arenal), 350 metres from the beach
and 5 minutes from the leisure and shopping centres. It also has a large
children's area and a great entertainment team, who with our staff help
you enjoy an unforgettable holidays. The hotel has an area of 25.000
square metres with some restaurants, a snack bar and various bars as
well as large gardens and 4 swimming pools. It's only 8 km from the
airport and 10 km from the capital of Mallorca, Palma. It's a resort with
more than 500 bedrooms, most of them with air-conditioning.

Suggest edits to improve what we show.

Improve this listing

Property amenities
® street parking

& Pool

(2 Game room

& Children's playground

Show more v

Room features

s Air conditioning

8 Housekeeping

v Cable/satelite TV
+ Bath/ shower

Show more v

Room types
A Mountain view
A Poolview

£ Family rooms

Good to know

HOTELCLASS ©®

vk

HOTELSTYLE
Budget
City View

wifi

)

Free breakfast

Mini goif

B oo

Indoor play areafor children

Desk
Interconnected rooms available

Sofa bed

<D DD

Complimentary toletries

fa Cityview

&8 Non-smoking rooms

LANGUAGES SPOKEN

English, Russian, Spanish, Catalan and
2more
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DISGUSTING FOOD!

For the price of the hotel, you get what you pay for, hotel location
is okay, 5 minutes walk to the beach. Except going back to the
hotelis up @ bit of a hill isn't that bad really. When we first arrived
the staff are fine, friendly and informative.

The room we stayed in are very basic but we aren't particularly
bothered as we only sleep there, tend not to spend a lot of time in
the hotel as we're out exploring! The hotel room and corridor stunk
of an unexplainable smell. The air con is pathetic I'd get a better
experience from my dog panting on me. The pillows are sausage
shaped and rather uncomfortable.

The pools on the pictures look huge, but in reality they are quite
small and very cold this time of year (October).

The all inclusive food was definitely the main reason | would never
stay here all inclusive again! It was appalling, the restaurant is
more o less underground with no ventilation. There is no
organisation there it is literally a free for all like the feeding time at
@200, you'll get pushed out of the way and knocked all over the
place, and trying to find a table when there isn't any left. You'll
also be queuing for a while to try and get some slop food.

Everything was dry and baked to the pans as they had been sat
under the heat lamp too long. The food options are very limited. If
you are a picky eater like myself you'll enjoy a diet of cardboard
chips and bland pasta! Non of the food was edible in our eyes and
we had to eat elsewherelthe chicken nuggets were brown meat
with white spots inside. The all inclusive alcoholic drinks are only
beer and wine, your allowed 3 drinks free with each meal. The
beer comes in a quarter glass so actually at every meal you're
only drinking 3/4 of a pint ©.

We decided to buy a full pint and a cocktail at the bar one
evening and ended up leaving the cocktail as it tasted like 85%
water.




