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[bookmark: _Toc128647678]EXECUTIVE SUMMERY 


This is a consulting report meant to find the problems within Skylane Hotel business. The hotel received over 60% of negative complaints overall over the last 4 years. The hotel is losing reputation and customer service is at very low levels, moreover the hotel property is degrading. The business would slight lose demand on customers because of the word of the mouth going on the online on review websites such as TripAdvisor, Holiday Extras, Expedia, Google. Also, the appearance of the hotel is bad, and it needs massive improvements, the hotel appears old and damaged. The client has requested consultation support to recover Skylane Hotel business by finding the problems and brings the best and most effective solution.
It has been found that Skylane Hotel has a ruined car park, uneven and unmarked, guests do not know where to park as there are no parking spaces market, it is just blank land. Cars are parked too close which can cause damage in between. The is not a parking system set up. Then, the hotel looks old and damaged, the main entrance gate walls need to be rebuilt and cleaned, also the two-signage board on the entrance is worn and must be replaced. Within the hotel it has been found old mattresses with bed bugs, flat pillows, and dirty carpet. Breakfast times are too short, and the food items provided are of poor quality. It has been found that there are many maintenance issues, the most significant being the air conditioning unit is not in working condition. Lastly, staff are unskilled and unexperienced to deliver standard customer service.
A bad car park can become unsafe as there is not properly marked and lighting, car damage and theft can occur at any time. Also, it looks bad, and guests may avoid it because of the bad look of it. The main entrance appearance is bad, it impacts guest experience, it does not offer stand quality services. The hotel is worn out, as in some rooms has been found bed bugs in the mattress that cause skin illness to guests, this is a serious matter that puts guest health at risk. It can lead to financial penalties and the hotel may lose its start as it is now a 3-star hotel, it can go to 1 star hotel because does not meet the service level. Guests have complained about uncomfortable beds and flat pillows, which is again a matter of poor service, that affects hotel rating.  Breakfast problem can influence rating as well, guest has complained about poor quality of foods and short breakfast times, in some cases guest paid for a full breakfast but only get a takeaway bag with 4 items of food inside which absolutely breaks the service level and promise, no value for money. In terms of the staff and customer service, the hotel needs a good plan to improve it. Management must give proper training to staff and prepare each employee to do the job. A lot of complains happens on hotel site, guest report their inconvenience to the front desk and expect the staff to resolve the matter but does not happen because employee is not capable to offer good customer service due to lack of straining, skills and experience. 
It is recommended to the client to prepare a budget plan, that states the hotel finances available and future income plan to be allocated for hotel improvements. It requires approximately £69,000 to do the refurbishments, improvements, and changes to the hotel to resolve the main problems over 18 months. It is recommended to rebuild the car park and properly allocate parking spaces. The hotel management should look for new food suppliers to replace the actual breakfast items that are of poor quality. Also, a proper wealthy list of breakfast items should be provided daily so guests have enough food options. The list or menu should be changed on a regular basis and presented accordingly. Last recommendation is based on staff, client should consider enrolling employees on Level 2 Hospitality course to gain skills and experience within the field to be able to manage difficult situation that occurs in the daily operation of the hotel and to deliver a higher level of customer service. This cost is affordable as it only costs £57 per employee and in return prepares employees to look after guests and to resolve complaints as happens, that improves the hotel reputation and enhances positive reviews on the internet.
In conclusion, Be Inspired Consultancy has provided the best solutions to the problems that are going on within Skylane Hotel considering cost effectiveness and efficiency.



























1. [bookmark: _Toc128647679]Introduction

The purpose of this paper is to create and present a well-developed consulting report for a UK-based hotel. The consulting report consists of a high-level review of the findings, problems, and solutions a consultant provides for the client. The purpose of the consulting report is to perform deep research about the case business, usually this is done in response to a specific problem that the business has or to get professional advice in order to rise the business that was not running well over the recent period. In principle a consulting report is a long document containing background research and details of the business, methodology used, main findings along with solutions and action plan. This also includes deadlines for the problems to be resolved and costs involved. 
The methods used within this consulting report are SWOT, PESTLE, and TOWS. SWOT analysis method investigates the microenvironment of the business, that are the internal forces that the business itself has the power to change. SWOT analyses the strengths of the business, weaknesses, opportunities, and threats. PESTLE analysis indicates the business direction, growth, brand positioning and risks. It looks at the external forces within the macro environment including political, economic, social, technological, legal, and environmental factors. Whereas TOWS analysis is an extension of SWOT, using the strengths, weakness, opportunities, and threats to combine them in turns to build strategies around the internal and external factors within the business context.

















2. [bookmark: _Toc128647680]Scope and analysis

[bookmark: _Toc128647681]2.1 About Skylane Hotel
Skylane hotel is a basic hotel built in the 17th century, being in operation as hotel for over 20 years franchising “Days Inn” and now operating under “Best Western” chain.
Skylane Hotel has an excellent location, in Horley which is about a 15-minute drive from Gatwick Airport, however the hotel is designed to meet the needs and expectation of customers travelling to and from the airport. It is an airport hotel. Being an airport designed hotel, it has its o9wn transport coach available from 6 am until 11pm to take guests to and from Gatwick airport for a small charge of £5 per person return. The shuttle can be booked on the day at the check-in desk or by phone call from the airport (Best Western Gatwick Skylane Hotel, no date).
The hotel offers its guest a range of packages that includes room and parking, according to guest needs. The hotel has double rooms, triple rooms, or rooms to accommodate families of people. Each room can be booked on its own or as a package with parking included. Guests tend to take room and parking packages, to spend the night in the hotel to be on time at the airport the following morning and park the car at the hotel while on holiday. On return, guests get the shuttle back to the hotel from the airport, pick up the car from the hotel and drive safely home. It is very convenient and less stressful. Therefore, Skylane has its own regular customer that uses the service at least twice per year (TripAdvisor, 2022).
In terms of facilities, Skylane hotel operates with 74 rooms well equipped with TVs, phones, hair driers, nice beds, and quality carpet. The hotel has its own restaurant on site, that serves a la carte menu and restaurant type drinks such as wines, soft drinks, coffee, alcoholic drinks and so on. As well as that, the hotel has a spare room designed to hold meetings and events, equipped with its own bar. Skylane Hotel is a basic hotel aimed to mainly serve airport customers but has the facility to hold event too (London Toolkit, 2021). wellness of your property quality appearance
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[bookmark: _Toc128647802]Figure 1(SKYLANE Hotel, no date)


[bookmark: _Toc128647682]2.2SWOT
SWOT analysis helps a business to analyze its internal forces, also known as microenvironment. This evaluates the strengths, weaknesses, opportunities, and threat that Skylane Hotel faces and can change itself (Shewan, 2022).


	STRENGHTS
· Excellent location
· High customer demand
· Convenient
· Price
· Online booking system
· Facilities
	WEAKNESES
· High costs
· Negative online reviews
· Lack of flexibility
· Untrained and unexperienced staff
· Budget limitations

	OPPORTUNITIES
· Improve facilities
· Training courses
· Flexible pricing

	THREATS
· Competitors
· High taxes
· Pandemic crisis
· Unsafe carpark



Table 1 (Skylane Hotel SWOT, 2023)
Skylane Hotel has many strengths that support the business to remain in the market. The location of the hotel is the best strength, being located close to the airport can easily get customers, as Gatwick Airport is the second largest airport in the UK according to passenger numbers. It is convenient because offers parking facilities on site and its easy and safer for customer to leave the cars. Another strength is online booking system, that allows guest to book online any time. Skylane Hotel uses a great price strategy to sell the room as package with parking included, it suits families and other budget people. The price is competitive and suits all budgets. Lastly, the shuttle bus facility is a strength because makes it more convenient and useful to guests and gains a competitive advantage against other competitors in the area (Booking, 2020).
In terms of weaknesses, Skylane Hotel main weakness is the negative online reviews that the hotel gets often. Customers are complaining for many reasons, mostly about the staff not being helpful enough and unreliable. This is because staff might not be trained well enough. Also, another weakness is the lack of flexibility on the shuttle bus that operates on certain hours although guest land at the airport on nigh times and there is not much transport to get to the hotel (Holiday Extras, 2020).
The opportunities that Skylane Hotel can be various. Improving facilities, quality and flexibility will be plus value for the hotel. Staff training is very important; however, staff need to look after customers well therefore training courses will benefit the business (Lacalle, 2022).
The major threats of Skylane Hotel are the competitors, who may come with new services or better prices on the market. Also, high taxation after large turnover on summer. People tend to travel on holidays more in the summertime, the hotel rich its maximum income then therefore the taxes to be paid to government would be higher. An unsafe carpark is another threat, because the hotel host hundreds of cars yearly however car theft or damage may result in high charges to the hotel (Zhang, 2021).






[bookmark: _Toc128647683]2.3PESTLE

	Political
	Government holds extensive power

	Economical
	Inflation and economic instability

	Social
	People from different classes with different expectations

	Technological
	New technology machines such as self in check-in

	Environmental
	Actions to reduce food, water and energy waste

	Legal
	Data protection act


Table 2 (SKYLANE Hotel PESTLE, 2023)
The government holds high power over the travel and tourism industry including the hotel industry. As example a travel ban imposed by law can affect Skylane hotel and well as other hotel because people would be able to travel therefore, they would not need the hotel services (Frue, 2019). Inflation and economic factors impact the hotel directly, higher costs to operate the hotel results will increase the prices which customers may not like. Economic instability makes people travel less and save the money therefore the hotel gets less demand (MBA Skool, 2021). Social factors such like guest expectations can impact Skylane Hotel, the hotel is accommodating all class of people therefore richer people have more expectations than budget people (Adamkasi, 2017). Technology is a predominant factor that can have significant impact on the hotel image and operations. New machinery such as self-check-in machine that allows to book room, check-in and take payments is beneficial to make it easy for customer and allow hotel flexibility and reduces number of staff (Rahman, 2021). Skylane hotel environmental factor is pollution, the hotel must find solutions to reduce food waste from restaurant, water, and energy waste in rooms (Tough Nickel, 2022). In terms of legal factors, the hotel must follow data protection act and law to protect guest personal details and bank accounts detail safe within a secure system to avoid frauds (Kara, 2018).






[bookmark: _Toc128647684]2.4TOWS
	Strengths with Opportunities
	SO
	New pricing strategy

	Threats with Weakness
	TW
	Lose competition

	Strengths with Threats
	ST
	Affects customer demand

	Weakness with Opportunities
	WO
	Improved facilities reduce lack of flexibility


Table 3 (SKYLANE Hotel TOWS, 2023)
The hotel should take advantage of the parking facility and expand a bit more on price strategy. The prices on packages can vary on the parking length, car type, room type, season. Moreover, the hotel; can design packages with parking, room and dinner for families or groups (Dominique-Ferreira, 2020). Due to the bad reviews on online environment, new customers change their mind and would not want to use the hotel service, therefore other hotels in the area gain the competition and increase their customer demand (Qui et al, 2017). A threat such as pandemic crisis can affect the hotel guest demand. As Skylane hotel beneficiate of high customer demand being located close to Gatwick airport, pandemic crisis stops people from traveling which means the hotel will reduce its customer demand considerably (El-Sawalhy, Farid, 2017). If the hotel improves on facilities like check-in machines people will be able to check-in on their own any time without assistance this means the hotel become more flexible in the night or when reception staff is busy (Chowdhury, 2019).
























[bookmark: _Toc128647685]3.Main body
[bookmark: _Toc128647686]3.1 Positive and negative aspect
[bookmark: _Toc128647687]3.1.1 Hotel Entrance
[image: ]
[bookmark: _Toc128647803]Figure 2 (Skylane Hotel Property Entrance, 2021)
Figure 2 above is an image of Skylane Hotel main entrance to the property, which is not pleasant at all. The two-sided gate walls look very old and need maintenance as well as cleanup. The ground and car park are not maintained, the old cement is breaking, and it appears old and bumpy. Any customers wanting to stay at Skylane Hotel will have a bad impression of being because of the old and used outside appearance of the hotel (TripAdvisor Property Entrance, 2021). This problem exists because maintenance was not carried out and management did not look after the property to keep it up to standard. The solution is to contract a company to clean and refurbish the front gate walls and to refurbish the ground either to put new cement or new tiling to improve the appearance of the entrance to the hotel. Perhaps the hotel name boards could be improved or changed for a better image. The management must create a plan and allocate funds for modernization of the outside of the hotel.


[bookmark: _Toc128647688]3.1.2 Hotel car park
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[bookmark: _Toc128647804]Figure 3 (Skylane Hotel car park, 2018)
Skylane Hotel does have a convenient package for holidays travelers, by offering the room and parking as one price. However, many people choose to book with them, as it seems assuring to leave the car on the hotel premises. But the operations to offer the service are bad, firstly the hotel does not have a proper car park to offer this service, figure 3 shows how close are cars parked which can easily get damaged, also cars parked in bush and under tree with branches falling on car top of the car. This is a serious matter that customers are complaining about and affects the hotel image and reputation (TripAdvisor Skylane Hotel car park, 2018). Potential solutions are to either takes less booking to be able to accommodate safely the cars in or to properly build the car park with numbered parking spaces, that will be simple for hotel to manage the car park demand knowing exactly how many how many cars on site, location of each car by the parking space number and how many space available are left (Sheepman, 2019).
Another issue is regarding car keys, the hotel asks guests to leave their car keys at reception when going on holiday. The car is personal therefore nobody should be able to access the guest car in the absence of the guest as money or other personal items might be kept there. However, having a proper car park system will allow the guest to park the car himself and take car keys. This will reduce hotel responsibility to look after customer cars and cars keys and reduces complains.


[bookmark: _Toc128647689]3.1.3 Easy operations
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[bookmark: _Toc128647805]Figure 4 (Skylane Hotel family room, 2020)
According to customer comments and reviews on TripAdvisor, Skylane Hotel is efficient and serve to purpose. People are happy with the operations, to get to the hotel is easy, usually the check-in does not take long, then the rooms are clean as Figure 4 shows. The rooms are equipped with ensuite bathrooms. Hair dryer, tea and coffee facilities, TV and free Wi-Fi. The restaurant offer breakfast service starts at 7 am daily, this gives guests the change to have some food before going to the airport for a morning flight.  Being close to Gatwick airport a taxi does not take long to arrive and is not too expensive also the hotel shuttle is available throughout the day and the charge is small. However, the hotel offers guests the services they need on budget.




[bookmark: _Toc128647690]3.1.4 Hotel maintenance
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[bookmark: _Toc128647806]Figure 5( Skylane Hotel essential works, 2017)

Skylane Hotel tends is good on budget and convenient for families traveling on holidays and well as one night stay when travelling from Gatwick Airport but the hotel itself tends to struggle on maintenance. According to guest reviews on different websites, the hotel fails in problem solving, maintenance and solving customers issues. Small issues presented in Figure 5, represent hotels repairs that need to be done and issues of the hotel that need to be sorted before guests arrive. Essential works such covering the pipelines within bathrooms or changing rusty pipelines should be done before the room is given to service. Those are basic issues that must be resolved on the day of the works being carried out and kept on maintaining. Responsible maintenance person must resolve the issues.
The hotel has been found to have old windows with cracks and holes within the window frame. This is unacceptable because it is not safe for guests. Managers must contract a window company to replace damaged windows within the hotel. This creates a bad image of the hotel and guest dissatisfaction.
On TripAdvisor customers complain about the air conditioning not working, which is essential on summertime. In many rooms the heating or air con system is not working, this is because it was not maintained as should. Management needs to contact a company qualified to repair the air conditioning unit and carry out regular checks. If the unit is too old, then it must be replaced.

[bookmark: _Toc128647691]3.1.5 Lack of skills and experience
According to the online reviews on Google about Best Western Skyline Hotel, many guests do complain about miscommunication and missed information. Things such as return instructions on how to get the hotel minibus back or breakfast times are information that a lot of guests miss which result in frustration, anger then bad reviews online about the hotel (Edwards, 2021) This problem exists because the hotel does not offer full training to staff, staff might be unexperienced or do not have skills which customer service and leisure field. The potential solutions to this problem would be to offer staff full training, offer employee courses to develop their skills and knowledge such as Travel and Tourism Level 1 to Level 6 academic level to become managers. According to the online complaints, the staff is not able to deal with complaints and deliver standard customer service. The manager must be available throughout service times within reception as well as in the restaurant. When the staff is not able to solve difficult situations, the manager must come to deal with the customers and perhaps offer some incentive to make customers happy and eliminate any form of complaints (Amy J, 2019). The manager should have a standard procedure to operate the check-in, that should include the actual check-in, preparing the room card, check room availability and give guests the necessary information and instructions. To reduce guest complaints, the hotel needs a better working structure and operational procedure, so each staff knows their responsibilities and tasks and to ensure smooth operation throughout (Innerhofer et al, 2022).

3.1.6 Breakfast
[image: ][image: ]
[bookmark: _Toc128647807]Figure 6 (Skylane Hotel Breakfast, 2016)
Another issue is the daily breakfast served in the hotel restaurant. Skyline Hotel promises to offer full English breakfast from 7 am until 9 am daily for £7.95 per person. First, guests are not given the right information about breakfast times which raises a big issue because many guest mis it in the morning. Secondly, guests have been complaining about the poor quality of breakfast items and limited options available (Johns, 2021). In order to improve breakfast management should create a big poster to advertise the breakfast correctly, including times, price and items, this poster should be placed within the lounge room or reception so each customer can see it. Change of suppliers can be very useful to improve the quality of breakfast items. It might be that the current supplier is not good any more for Skyline hotel business because customers have higher expectations. The management must create a daily or weekly menu with the breakfast items that must be served on that week or day. Those items can be changed on a regular basis, but proper menus need to be in place and go accordingly to ensure customer satisfaction (Sutherland, 2021).










[bookmark: _Toc128647692]3.1.7 Hotel needs modernization.
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[bookmark: _Toc128647808]Figure 7 (Skylane Hotel Old Features, 2018)
Even though Skylane Hotel is a budget hotel designed to serve all types of people with budget limitations it needs some modernization. Guests have been complaining about old bedding including flat pillows and uncomfortable beds. There were cases where guests found bugs in the bed mattress that can cause skin illness to guests. The carpet in the room in some rooms has big stains and the smell inside of rooms is bad (Skylane Hotel Old Features, 2018). Figure 7 shows proof of old bedding, dirty carpet and used kettle that are placed to service within rooms. Those problems exist because the hotel was not maintained throughout time. The hotel assets must be replaced and renewed to maintain the hotel on standards. The potential solutions to this are that management should plan to allocate a budget for hotel modernization to improve the standards. A plan should be made to replace old stuff such as bedding, kettles, carpet, and other items that are old. This can be prioritized on a schedule and one by one according to the hotel financial status and income (Hu, Kim, 2018).

3.1.8 Performance
Skylane Hotel is placed on a high-level popularity. This is because of its location, being close to Gatwick airport and because it serves the purpose of an airport hotel. Also, Skylane Hotel has been in operation for over 15 years, therefore it has its loyal customers that regularly use the hotel when travelling abroad. Skylane Hotel did manage to exceed customer expectations for about 70% of their annual guests (Blanes, 2022). The hotel is well advertised on a range of prices comparing websites such as Holiday Extras, Booking.com, Airport Parking and Hotel as well as Expdia, that allows overseas guests to book rooms prior to their travel. It is convenient because offers guest most needed facilities like free Wi-Fi, private parking, airport shuttle, family rooms, facilities for disabled guest, bar and restaurant. In terms of occupancy, Skylane Hotel riches 95% to 100% occupancy over the summer period June until October, then the rest of the year gets around 55% occupancy. It is a good business, the hotel performs well in terms of advertising, guest demand and income (Expedia, no date).



2 [bookmark: _Toc128647693]Findings, Results and Action Plan

[bookmark: _Toc128647694]3.1 Findings and results
Table 4 shows in detail all the issues and problems found within the Skylane Hotel. All problems are listed per department. In this case the departments where issues have been found are car park, hotel appearance and modernization, maintenance, staff training and restaurant.

	TOWS
	Threats
	Opportunities

	Weaknesses
	TW
· Poor breakfast opening times and poor quality of the food items can lead to losing customers and competition on the close by market.
· Poor carpark conditions create a unsafe carpark which may involve car damages and theft of cars.
	OW
· Providing a full training course to employees will remedy the issue of having unexperienced and untrained staff.
· The opportunity to change suppliers for breakfast items will help to rebuild the hotel reputation.
· Paying for employees to take Level 2 Hospitality course will then benefit the hotel to have well skilled staff on board able to solve guest issues and reduce complains.

	Strengths
	TS
· Competitors represent a threat of Skylane Hotel, but it can gain customers demand by its airport hotel features.
· The actual state of the car park represents a threat for the hotel but because it is a large car able to accommodate 250 cars builds the hotels strength. The car park refurbishment must be done to improve the hotel facilities.  
	OS
· Prices can be raised after refurbishment.
· More customer demand after the hotel improvements is made.
· Setting regular basis training for staff will enable all members of staff to understand their job responsibilities and duties and more capable to deal with guests.


Table 4 (TOWS Skylane Hotel, 2023)
Table 4 is TOWS, representation for Skylane Hotel matrix of strengths, opportunities, weaknesses, and threats.  In terms of threats and weaknesses, the hotel loses customer demand because of the poor breakfast quality and operating times, leaving gaps in the local market for competitors. Also, poor car park condition is a weakness and can lead to threats of car theft and car damages which can cause the hotel significant financial consequences (Dandage et al, 2019)
As for opportunities and weaknesses, Skylane hotel uses the opportunity of changing suppliers for breakfast items to remedy the weakness of poor-quality foods. This will help to gain competition on the market and improve hotel standards. Moreover, the hotel should put staff on qualification courses such as Level 2 Hospitality, as the costs involved are affordable for the hotel, this will eliminate the weakness of poor customer service and the hotel would have less complains.
Threats and strengths represent the competitors as threats, but Skylane Hotel has unique and well-defined features as being an airport hotel able to serve nearby Gatwick airport travelers. This represents hotel strength against competitors. The Skylane Hotel has a massive car park able to accommodate up to 250 cars on site, but the car park is not in good condition therefore it represents a threat of theft and car damages which may cause the hotel financial consequences. However, the car park must be refurbished to eliminate weaknesses and threats (Mater Class, 2022).
Opportunities and strengths can be plenty for Skylane Hotel if the hotel makes the refuted refurbishments and service improvements. Things such as regular training, price increase and more customer demand are a few of strengths the hotel can gain if takes the opportunity to make the make changes (Indeed, 2022).


	No
	Dept
	Problem
	Solution
	Desired Outcome
	Time Scale
	End Date
	Planned Budget

	1
	Car Park
	Poor car park condition
	The car park needs to be rebuilt with new concrete and straight line should be painted to mark each parking space
	The bad image of the hotel as a whole will be improved, better working conditions for staff and offers better facilities for customer. Also, the new carpark will reduce the complains and will create a better car park management system and customer will not need to leave car keys at the hotel.
	9 months
	1/12/23
	Including 250 parking spaces on the hotel site. The price per parking space is approx. £110 (Checkatrade wall gates, 2022)

Total cost: £27.500


	2
	Hotel Appearance and Modernization
	Old and damaged main entrance gate walls
	To refurbish the main entrance gate walls and stick new hotel name signage boards.
	This will improve the hotel appearance and guest experience. The hotel car rise the prices on rooms as the quality and image of the hotel gets improved.
	2 months
	1/5/2023
	Gate wall refurbishment costs £380 labor and £150. Total £530 (The Building Sheriff, 2017)

New Signage Boards £160 for 2 new boards (The Sign Maker, no date).

Total cost: £690

	
	
	Bed bugs and uncomfortable bed mattress
	To replace old mattress with new ones.
	Eliminates the bed bugs and offers guest comfortable beds. Improves on hotel quality.
	3 months
	1/6/2023
	Hotel mattress single £154, 48 needed, means £7,392.
Hotel mattress double £269, 50 of them needed, means £13,450 (Hotel Contract Beds, 2023)

Total cost: £20,842


	
	
	Flat pillows
	To replace the old pillows with new ones
	Improves quests comfort and serves quality.
	3 months
	1/6/2023
	180 pillows needed. Price per pillow £15 (Premier Inn, no date).

Total cost: £2,700

	
	
	Dirty carpet
	To professionally clean the carpet in the necessary rooms
	Freshen and upgrade the room standards. Better experience for guests.
	2 months
	1/5/2023
	25 large rooms, cost £45 per room, means £1125
30 double/ standard rooms, £30 per room, means £900 (Household Quotes, 2023).

Total: £2025

	
	
	Old and used kettles
	Replace with new kettles.
	Improves quests experience and hotel facilities.
	1 month
	1/4/2023
	Price per kettle £9.99, 78 needed (Amazon, 2023).

Total price: £779.22

	3
	Maintenance
	Air condition/ heating not working in some rooms
	Contract a qualified individual or company to repair the air containing unit.
	All rooms to have access to working air conditioning throughout summer and heating supply while winter.
	2 months
	1/5/2023
	
Average price £ 3,000 (Ever Green Aircon, no date).

	
	
	Damaged window frames
	Repair the windowpane and cover wholes with cement around the window frames.
	Keep up with the legal standards and remedy complains.
	3 months
	1/6/2023
	On average £5,000, including all rooms in the hotel (Checkatrade windows, 2023)

	
	
	Uncovered piper works in the rooms and visible rusty pipes
	Delegate hotel maintenance team to professionally cover visible rusty pipes and any maintenance works performed.
	Improve the hotel appearance and improves quests expanse. Less complains.
	1 month
	1/4/2023
	£ 400 approximate

	4
	Staff Training
	Lack of Skills and experience on staff
	Management must offer full training course to all employees and regular basis training should me scheduled.
	All staff should know how to do their job
	6 months
	1/9/2023
	£3,000 average

	
	
	Understaffed
	Employ more staff
	Remedy staff storage and offer better guest experience.
	3 months
	1/6/2023
	3 members of staff on part time hours (Gov. 2023)
The average cost per month £1500.


	
	
	Staff Failing to solve issues and complains
	Provide NCFE Level 2 Hospitality accredited courses for staff.
	Qualified staff offering a higher level of customer service to guests. Improve on gusts experience.
	18 months
	1/9/2024
	Average price per individual £57.00 (NCFE, 2020).

Estimate cost: £570

	5
	Restaurant
	Poor breakfast operation
	Change breakfast items supplier. Create a breakfast menu and change it weekly. Increase breakfast time with 2 more hours.
	Happier customers, better guest experience and improves hotel facilities. The price for breakfast can increase.
	3 months
	1/6/2023
	Including staff extra hours and new supplier prices, approximately £1,000 monthly extra costs on breakfast over all costs (M&R, 2021).


Table 5 (Findings and Action Plan, 2023)
2.3 [bookmark: _Toc128647695]Action Plan
Table 5 lists all problems found within the hotel, all the are major issues that affect the hotel’s reputation, customer demand, income, and profits therefore those must be resolved as it may lead to property degradation and business loss. 
Each problem is fully evaluated, and an action plan is provided with a time limit to solve the problem and costs involved. There are 5 departments with certain problems found the overall cost to solve those issues comes to approximately £69,007 based on realistic quotes. The overall time for those improvements listed above is 18 months. The work can be prioritized such as life threatening which are bed mattress with bugs on them that causes skin illness to guests, then the damaged windows are a priority because it’s illegal to have unsafe windows in the guest rooms. Then followed by the breakfast problems and staff training issues to combat complaints and achieve high customer service. The maintenance, refurbishment and upgrade of the hotel could be done according to the hotel funds available, preferably within the time frame stated in Table 5 to improve hotel standards and guest appearance (McKinsley, 2021).

3 [bookmark: _Toc128647696]Recommendations
· It is recommended Skylane Hotel should plan its income and finances better to be able cover the expenses for listed in the action plan for hotel improvements. This requires the management to create analyses of hotel finances better and prioritize the work according to the funds available. A finance plan should be made to list the expenses, allocate funds or state when funds would be available. To save the money on unnecessary items and reduce the costs where possible to be able to gain the funds needed for hotel improvements.
· Reorganize management structure by employing enough skilled people for the management positions. Enough management will help to create a better working structure, an organized workplace where employees know where and who to report the issues.
· Another recommendation to Skylane Hotel is to take hotel refurbishments as a priority because the hotel would get into worse condition throughout time if it were not maintained and looked after. In 5 years, the expenses of hotel refurbishment will increase because more parts of the hotel would degrade resulting in more money to spend.






4 [bookmark: _Toc128647697]Conclusion
Be Inspired Consultancy was grateful for collaborating with Skylane Hotel. It was a pleasure to work with the hotel to identify the issues and problems that enable Skylane Hotel to be the best in the local market. The report has provided the best possible solutions to each problem minimizing financial implications but getting efficient results. 
Be Inspired Consultancy has performed in-depth research to be able to identify the major issues that causes the hotel fall and to support your business to invest proficiently on important things that guarantees significant improvements to your business. Our company believes you agree with the resolutions proposed within the consulting report and choose to go along with our recommendations to improve your business performance and income. 
Thank you for choosing to work with Be Inspired Consultancy and we will never let you down. We will be there catching your business when it falls and work hard to make it bright again!
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