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[bookmark: _Toc135848119]Executive summary:
The hotel Acqualina Resort and Residence is currently facing a few issues and problems regarding management. Some of the significant issues for the hotel are the food and beverage, maintenance issues, front desk and guest services issues, sales and marketing issues and housekeeping issues. However, among all these issues one of the major issues is the front desk and guest services. Some of the key points of these issues are issues with check-in and check-out times where customers have to wait for a lengthy, especially during the checkout. The hotel is facing insufficient customer handling based on their request and complaints. Due to the lack of skilled and sufficient staff in the hotel. Lack of personalized services is also a major issue for the front desk and guest services. While attending to the guest’s needs and requirements inadequate training for front desk staff can be the reason for these occurred issues. In this front desk and guest services issues reservation management, miscommunication, concierge services and multilingual support are also major issues.
In finding and reason, the major issues for the front desk and guest services are related to various issues such as the issue with check-out and check-in delays the customer had to wait for a long time which creates frustration for the customers. Another major issue in front desk and guest service is dealing with the customer’s requests, queries and complaints. The staff are sometimes unable to resolve the customer query and complaint due to lack of management training. Miscommunication issues with the customers can create misunderstandings for the guest. Due to a lack of communication skills, sometimes the staff were unable to assist the guest with their requirements and needs. The inefficient concierge service refers to the lack of knowledge regarding the local area of the hotel, therefore the staff is sometimes unable to provide recommendations or concierge support to the customer based on their query. The language barrier issues are one of the major issues at the front desk and guest services, as many staff does not speak a different foreign language and the customer are unable to understand English.
The recommendation can be helpful to resolve the various issue of the front desk and guest service. To resolve the language barrier issue with the foreign customer the hotel should provide language training or hire multi-lingual support to the customer. To resolve the delays in check-in and check-out issues the hotel should consider providing sufficient staff during peak times, as well as the staff should consider adopting advanced technologies to reduce the check-in and check-out times. To help the guest with concierge services the staff should enhance their knowledge and maintain a good relationship with the local service provider. To handle customer requests and complaints the hotel should provide advanced training for developing the staff, skills and knowledge in solving conflicts and issues. As the hotel lack personalized service, therefore, they can improvise the personalized service to attend to the guest’s requirement and need. The hotel should consider providing training to improve the communication skills among the staff.
The hotel Acqualina Resort and Residence is currently facing various issues with its management, which is reducing its customer experience, and annual revenues, as well as these issues, are impacting the hotel’s brand value, therefore the hotel need to consider the recommendation to enhance the customer experience and improve the operation’s performance. With the help of the SWOT and PESTLE analysis tool, the issue has been evaluated, which can be helpful for the hotel to understand the issues’ key points to resolve them.
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[bookmark: _Toc135848120]Introduction:
The hotel industry is one of the most developed and popular industries in the world. The hotel industry constantly changes and developed, therefore, in this hotel industry there as a high rivalry can be observed (Irfan 2021). In this context, the hotel which is the client is “Acqualina Resort and Residence”, which is one of the most successful hotels in the USA, Florida. However, there are still a few issues that can be seen, which the hotel needs to work on to minimize the issue and enhance its business value with its services and performance. The main issue in the hotel referred to the front desk and guest service-related issues, housekeeping-related issues, food and beverage-related issues, maintenance-related issue and sales and marketing g related issues. Among all these issues the main issue in the hotel business is the front desk and guest services related issue, which the hotel needs to improve. These front desk and guest service-related issues refer to check-in and check-out delays, room and hotel cleanliness, inadequate staff responsiveness, and reservation or billing mistakes (Stringam and Gerdes 2021). The front desk and guest services related issue is one of the significant issues in the hotel industry, which can impact the hotel’s reputation, and customer experience (Srivastava and Kumar 2021). In this consulting report, a PESTLE and SWOT analysis method will be done to analyse the potential issues regarding the hotel Acqualina Resort and Residence. Therefore, the solution can be found to enhance the hotel’s operational performance and improve the guest experience and solve the front desk-related issue. In this consulting report, further discussion will be focused on the main issues in the hotel Acqualina Resort and Residence, PESTLE and SWOT analysis will be done to evaluate the issue, analyse the techniques and ways to improve the operation, finding and results of the issue, an action plan, and recommendation to enhance the hotel business’s performance and operation services.
[bookmark: _Toc135848121]Scope and analysis: 
This part of the report gives a detailed internal and external analysis of Acqualina Resort & Residences hotel. Presently, Acqualina Resort & Residences hotel is one of the top-listed hotels in Florida and successfully operating its business in Florida. In 2006, Eddie Trump and Jules established this resort in Florida (acqualinaresort.com, 2022). The diverse culture and the scenic beauty of the beach are the two most attractive attractions that most travellers are attracted to this hotel. To successfully analyse hotel performance and its business services operations a detailed SWOT and PESTEL analysis is needed to be applied (Phadermro et al. 2019). To successfully evaluate the performances of Acqualina Resort & Residences hotel and its service operations, the strength, weakness, opportunity and threats need to be analysed. Moreover, the political factors, economic factors, social factors, technological factors, environmental factors and legal factors are the external factors that give a huge impact on the Acqualina Resort & Residences hotel’s business operations.

[bookmark: _Toc135848122]SWOT Analysis:
	Strength: 
	While analyzing the internal factors that impacted Acqualina Resort & Residences hotel’s business operations and business performances it is noticed that the internal strength of the company is quite high that the company successfully operated its business since 2006.
Location:
The location of Acqualina Resort & Residences hotel is the main strength of this hotel that helps to attract more customers. Acqualina Resort & Residences hotel is located between Fort Lauderdale and Miami and this is one of the most famous tourist locations all over the world (lhw.com, 2022).  Moreover, the distance of this hotel from the Miami airport is only 14 miles and the airport is international so tourists can easily reach out to this hotel from anywhere. 
Scenic beauty:
Acqualina Resort & Residences hotel is located beside the beach and from this hotel; travellers can easily enjoy the oceanic view. Moreover, the hotel rooms of this hotel are designed in a way that most of the customers can easily enjoy the beach and oceanic view. 
Luxury services:
Acqualina Resort & Residences is one of the most popular five-star hotels in Florida and the hotel provides world-class luxury hotel services to its customers (estatesatacqualina.com, 2022). Moreover, hospitality is one of the greatest elements that need to be present within a hotel that enhances the relationship between the customer and the hotel staff is also present at Acqualina Resort & Residences.  


	Weakness: 
	Marketing strategy: 
Acqualina Resort & Residence's business marketing strategy is not up to the mark. As the company is successfully running its business operation over a long period, the company neglected to effectively implement the marketing strategy to expand its business operations. The promotional activities of Acqualina Resort & Residences are very less.
Checkin and checkout process: 
Another weakness of Acqualina Resort & Residences is the check-in and check-out process is delayed (Mary et al. 2023). Presently, it is noticed in the review section of the official website of the hotel that most of the customers are facing these problems.


	Opportunity: 
	Growth of the hotel:
There are lots of opportunities that Acqualina Resort & Residences achieved and grew their business. As the travel rate is increasing after the pandemic at a rapid speed so there is also an increase in the hotel business ((Büyüközkan, and Ilıcak, 2019). Moreover, Acqualina Resort & Residence's luxury service and its location is the centre of attraction to the customers.
Personalized services:
Currently, customers prefer more personalized products and services, and the hotel has the opportunity to develop personalized products and services for its customers that helps to improve the services related to the customers.


	Threats:
	Competitors:
As the location of this region is one of the greatest attractions for tourists, this is the reason that some companies also started to open new luxury hotels (Jo and Reynolds, 2019). It increases the competitiveness in Florida's hotel market as well as for Acqualina Resort & Residence. 
Pandemic:
It was noticed how the COVID-19 pandemic impacted the business of Acqualina Resort & Residence (Ozdemir et al. 2019). So, the pandemics are also the greatest threat to Acqualina Resort & Residence’s business operations.




[bookmark: _Toc135848123]PESTEL Analysis:
To evaluate the external factors of the company that impacted the business and created issues while operating their business all are discussed in the below table. 
	Political Factors:  
	Local and national governmental stability is one of the biggest political factors that impact the business operation of a business company. As the political stability of the USA and Florida, both are stable and strong, it positively impacted the Acqualina Resort & Residences business operations. Moreover, the stability of the tourism industry also impacted the business operation of Acqualina Resort & Residence. It is noticed that in 2022, the tourism industry will be enhanced in the USA by 31.2% and it will positively impact the business operation of Acqualina Resort & Residence (ibisworld.com, 2023).  


	Economic factors:

	The rate of exchange, rate of inflation, rate of interest, rate of investment and economic stability of the local and national governments are some economic factors that impacted Acqualina Resort & Residence’s business operations. During the COVID-19 pandemic, the economic stability of the USA and Florida decreased, which reduced the cash flow of the Acqualina Resort & Residence (Hasić, 2023). Moreover, the inflation rate of the USA also increased during the COVID-19 pandemic and negatively impacted the business operation of the COVID-19 pandemic. However, after the pandemic got over, the economic stability of the USA and Florida was enhanced and also helped to improve the business operation of the COVID-19 pandemic.

	Social factors:

	Societal norms, diverse cultures of customers, population demographic, and customer's thought processes and beliefs are some social factors that impact the business operations of an organization (Molinillo et al. 2020). Like any other organization, Acqualina Resort & Residence is also affected by these social factors. As the tourists are coming from all over the world, there are some differences noticed among the tourists such as their beliefs, culture, norms, process lifestyle, working style and others that impacted Acqualina Resort & Residence’s business operations.


	Technological factors: 

	Advancement of technology impacted the business operations of Acqualina Resort & Residence.  Presently, all organizations implement modern technologies in their business operations to improve their performances (Munir and Djaelani, 2022). Acqualina Resort & Residence also implemented advanced technology in their service operations, marketing operations, supply chain management and many others. But it is noticed that most of the customers are unsatisfied with the crack-in and check-out facilities because the process is delayed. Acqualina Resort & Residence need to update its implemented technology related to check-in and check-out facilities and can implement self-check-out and check-in facilities.

	Environmental factors: 

	While opening a business the organization needs to focus on the environment that is not impacted by the business operations of the companies (Gilinsky and Gilinsky, 2023). As Acqualina Resort & Residence is located beside the ocean, the hotel needs to focus on some policies of the government of national as well as regional that help to reduce the environmental footprint. Moreover, Acqualina Resort & Residence also needs to focus on their service which can create water pollution in the ocean. As the government of the USA suggested to all organizations to use renewable energy and reusable resources, Acqualina Resort & Residence tried to implement these in their business operation. 


	Legal factors: 

	To operate a business successfully, Acqualina Resort & Residence need to follow some regulations, rules and legal restrictions set by the government of the USA as well as Florida's government. Laws related to the environment, laws related to customer services and laws related to the employees are some legal factors that impacted Acqualina Resort & Residence’s business operations (Meiners et al. 2022). Anti-discrimination laws, laws related to equal opportunity in the workplace, laws related to ensuring the working rights of the employees, laws related to consumer service and others some laws that Acqualina Resort & Residence followed. 




[bookmark: _Toc135848124]Main body:  
To operate a business successfully and enhance business performance, all organizations need to analyse their internal and external business operations and factors that impacted the business operations. Moreover, after analysing all the internal and external factors that create the issues, organizations need to implement appropriate strategies that help the organizations in mitigating these issues (Hitt et al. 2019). After analysing the business performances and business operations internally and externally, this part of the report discussed the several issues that are currently presented in the business operation of Acqualina Resort & Residence. In contrast, Acqualina Resort & Residences also has so much strength that helps the company in operating its business successfully over the past years. There so many opportunities are also in the business market of Florida that if the company mitigated their issues and focused on opportunities the company could expand their business more effectively (Okumus, 2020). Additionally, these issues are also based on the customers' feedback given offline and online, financial performances and management-related issues. This part of the assignment also discussed the main issue which is the front desk and customer service in detail.
[bookmark: _Toc135848125]List all issues and explain all the issues:
[bookmark: _Toc135848126]Ineffective promotional strategies:
Promotional activities are the core of marketing strategies that help organizations to expand their business and create new target audiences. All the organizations implemented different strategies to make the marketing process of the business strong. It is noticed after analyzing the business operation of Acqualina Resort & Residences that the promotional strategies of the hotel are inactive (telegraph.co.uk, 2015). As technology is getting enhanced at a rapid speed, it is now getting easy to reach out the customers and create a strong customer base through technology. The advancement of digital technology plays a significant role in promoting a business. Using digital technology, organizations have the opportunity to communicate with their customers, create an effective presentation of the hotel and their offered services, follow up on their services, understand the customer services and many other opportunities through different social media such as Facebook, Instagram, Tweeter, Website, and many others (Lee and Lee, 2020). Moreover, as today's world is more into the social media platform, promoting Acqualina Resort & Residence's business on these social media platforms helps generate more revenue, expanding their business, attracting more customers from all over the world, increasing the profit rate and many others. The less effective promotional strategy negatively impacted the business operation of Acqualina Resort & Residence such as it does not make a huge profit percentage, attracting fewer customers, revenue increment also limited and many others.
[bookmark: _Toc135848127]Average housekeeping services:
Acqualina Resort & Residence is one of the top-listed luxury hotels all over Florida. Most of the customers of Acqualina Resort & Residence belong to the high class and Acqualina Resort & Residence also implemented a premium pricing strategy in their business operation because the hotel provides five-star services. Moreover, most of the customers are also attracted towards this hotel because of its offered services (VO et al. 2020). However, after analysing customers' feedback in the online review section of this hotel page it is noticed that the housekeeping service of the hotel is very average, and the people are getting poor services. The customers are not getting properly cleaned rooms and also delayed in-room cleaning services. Additionally, the amenities' restocking process is also inconsistent, which increases their dissatisfaction with Acqualina Resort & Residence hospitality services. The guests also experienced difficulties related to reaching out to the housekeeping department and the communication between guests and housekeeping staff was very poor. It is making customers very frustrated even after paying such a premium cost they did not get the luxury services that Acqualina Resort & Residence mentioned. This issue increased the dissatisfaction level of guests and negatively impacted the reputation of Acqualina Resort & Residence. As a whole, this issue gives a huge impact on the business operation of Acqualina Resort & Residence.
[bookmark: _Toc135848128]Issues related to food and beverage: 
Acqualina Resort & Residence also have its own food and beverage services that they offer for their guests. Most of the customers booked their rooms including these services (El-Said, 2020). Moreover, as Acqualina Resort & Residence is a luxury provided hotel apart from food and beverage services the hotel also offers other services if guests are required. After analyzing the customer’s feedback, it is seen that most of the guests are not satisfied with the services related to food and beverage. They mentioned that even after paying a huge amount for the food, the quality of the food and drinks is average. The festive season and the weekends are the peak times for Acqualina Resort & Residences and the guests mentioned in their feedback that during festive times and weekends, the food and drink service of Acqualina Resort & Residencies is very pathetic. In addition, they also mentioned that the food preparation time is also very lengthy, and they keep waiting for a long time and even after waiting for a long time the quality of food is really bad. Acqualina Resort & Residence need to focus on improving the services related to food offerings and the quality of offered food and drinks. On the other hand, Acqualina Resort & Residence has a limited variety of food options which increases the level of dissatisfaction among the guests.
[bookmark: _Toc135848129]Inadequate staff training:
The staff of Acqualina Resort & Residence is not properly trained in managing the customer services and they also have limited knowledge about services. To successfully operate the offered services, most hotels trained their staff according to the customers' choice of services (Ali et al. 2021). As the guests are coming from different locations, the choice of their services is also different from others. This is the reason that most hotels treat their employees before joining with some customer service management training. However, after analysing the internal business operation of Acqualina Resort & Residence it is noticed that there is a lack of customer service training among the staff. In addition, the customers also mentioned that they experienced a huge delay in the maintenance request's response. The employees have also delayed the schedules related to maintenance and if any disruption happened, employees also responded late. This is such an unethical behaviour that can be peasant in the hospitality sector and it negatively impacts the customers. The staff of Acqualina Resort & Residence also has less effective communication skills to deal with guests and solving guests' problems. This resulted in an increase in dissatisfaction levels among the guests. Acqualina Resort & Residence needs to focus on arranging proper training programmes for its employees in effectively dealing with guests and solving their problems. Also, Acqualina Resort & Residence need to update its outdated facilities and equipment from its business operations and enhance its business performance. 
[bookmark: _Toc135848130]The main issue:
Front desk and Guest services:
This part of this report discussed the main issue that negatively impacted the business operation and reduced the business performance capability of Acqualina Resort & Residence. Inappropriate services related to the guests and front desk are the major concerns that need to be more focused on by Acqualina Resort & Residence.  To operate a business successfully all the organizations, need to be more focused on their offered services and how effective these services are for the customers. Customers are the main pillar of a business and without customers, there is no business (Almohaimmeed, 2019). Like any other business organization, Acqualina Resort & Residence's business also depends on the guests and also runs successfully their business if there is a huge engagement of guests in their business. 
This is the reason Acqualina Resort & Residence need to focus on maintaining an effective relationship with its customers. But after analyzing the business performance and feedback of the guests, it is noticed that the services related to the guest and front desk are very poor and the guests are dissatisfied with these services (Shin et al 2019). It is noticed that Acqualina Resort & Residence takes a long time in the check-in and check-out process which increases the dissatisfaction level of guests. As the guests are coming from a long distance and they also have set their tour according to the time, if the check-in and check-in process is getting long it also delays their already set up plans. Similarly, guests who are coming from a long distance and have booked their returned tickets in airlines, if the checkout process takes a long time might miss their flights. Even after paying a premium price, the guests will not tolerate this long waiting part of this process. Acqualina Resort & Residence need to take some initiatives such as can implement self-check-out and check-in process.  
While analyzing the services related to the front desk of Acqualina Resort & Residence, it is seen that most of the staff are unable to handle complaints generated by the guests and also lack in handling requests of guests. As Acqualina Resort & Residence stated that the five-star facility in their hotel, most of the guests book their room according to the offerings. Also, it is quite natural when guests booked a five-star facility service and didn't get that, they have the right to complain.  Although, the staff of Acqualina Resort & Residence does not have the capabilities to handle the complaints of guests and take effective initiatives to resolve the problems (Fodors.com, 2023). As the staff are not trained and also lack the required skills to resolve the issues, they are unable to find out the ways. Another issue that is part of this main issue is Acqualina Resort & Residence's lack of developing personalized guest services and also not paying more attention towards their guests. Personalized services are currently most preferred and demanded by guests (Kabadayi et al. 2019). As hotel business services are dependent on their guests, most hotels are now developing different personalized services to engage more guests in their business. After paying a huge amount for Acqualina Resort & Residence luxury offered services, most of the guests are expecting personalized services and also expecting that Acqualina Resort & Residence understand their needs. But in reality, most of the guest's experience is bad and even after complaining to the staff of Acqualina Resort & Residence, the guest cannot get proper services. Acqualina Resort & Residence need to pay attention towards developing personalized services for their guests that increase the satisfaction levels of the guests from the services of Acqualina Resort & Residence. Another important issue that is directly related to the main issue is that the training process of the front desk staff of Acqualina Resort & Residence is not properly given by the higher authority. Acqualina Resort & Residence also need to rearrange some skill and communication development training programmes that help the staff in solving the problem of the guests, enhanced the staff's decision-making process, enhanced communication skills etc (Sota et al 2020). Apart from all of this, the guest relationship management process of Acqualina Resort & Residence is also not properly managed. As Acqualina Resort & Residence's business is driven by its guests, the higher authority needs to implement some effective strategies and practices that enhance guest relationship management. Acqualina Resort & Residence can enhance guest relationship management by implementing some technologies in their business that increase guest satisfaction, offer the best quality of food and services, offer some entertainment activities, effectively communicate throughout the services, ask guest feedback in person and many others. 
[bookmark: _Toc135848131]Findings and Results:
	Name of the issue
	Issues

	Front desk and guest service
	· The front desk and guest services of the hotel are the major parts, which can impact the business profile and reputation with the customer’s experience and review, due to the lack of personalized services.
· Check-in and check-out delays are one of the major issues in front desk and guest service, where the customer had to wait for a lengthy time, especially during checkout (Thenahandi 2023).
· Other major issues in reservation management issue, such as incorrect room assignments, and double bookings, where the system is not updated accurately and regularly.
· Complaint handling is an issue where the staff are unable to address the guest’s complaint or problem accurately and effectively by understanding their concerns on time (Chen et al. 2022).
· Miscommunication with the customer at the front desk can lead the services to be mistaken and delayed (Chen and Tussyadiah 2021).
· Payment and billing-related issues refer to the delayed payment procedure, inaccurate extra charges, and billing discrepancies.
· Multilingual support issues while attending foreign customers, as many international guests are unable to speak English and sometimes the staff were unable to understand the different foreign languages, which can create a language barrier for the guest and staff.
· The inefficient concierge services refer to various requests such as local recommendations, reservations, and transportation, where sometimes the staff of the front desk are unable to help due to a lack of up-to-date information regarding the local services.

	Food and Beverage
	· There various food and beverage-related issue can occur in the hotel Acqualina Resort and Residence such as the quality of the food served in the hotel.
· The poor-quality food served in the hotel can dissatisfy the guest with the poor stander food preparation, boring food, outdated menu, and insourcing of fresh ingredients.
· Slow service can be another major issue in food and beverage service which can create frustration among the guest. This slow service happens during pick hours, or lack of staff (Pamela et al. 2019).
· Inconsistent service in the customer service or dining outlet can dissatisfy the guest. This inconsistent service occurs due to the lack of training among the staff, unstandardized service procedure, and lack of implementation in the regular performance of the staff (Ginting 2021).
· The limited menu option is also a major issue, as various guests might be preferred allergen-friendly choices, vegan, vegetarian, dietary preference food or gluten-free food, and the hotel is sometimes unable to provide inclusive menus.
· Food safety and hygiene are the major issues in food and beverage service in the hotel (Sanli̇er et al. 2020). This food safety and hygiene issue occurs due to the low maintenance in food safety and hygiene, and lack of training among the staff regarding food safety and hygiene.

	Housekeeping
	· Some of the major housekeeping service-related issues are Room and hotel cleanliness (Sann and Lai 2020). This room cleanliness issue occurred due to the lack of training in staff, cleaning standards, and irregular quality control check.
· Timely room turnaround occurs due to delays in customer arrival and room availability, outdated cleaning process, lack of technologies, and lack of efficiency in cleaning the rooms.
· Damaged items in the hotel room also refer to the housekeeping issue, as many guests can complain regarding the lot and damaged items in the hotel room (Saragi et al. 2022).
· Maintenance issues such as malfunctioning appliances, broken fixtures, and plumbing problems.
· Noise disturbance from the common area, neighbour rooms, or ongoing construction in the hotel can make dissatisfaction among the guest (Hsiao and Hsiao 2021).
· The lack of Environmental sustainability in the hotel’s housekeeping service refers to the lack of using eco-friendly cleaning products, energy-efficient lighting, recycling programs, and water conservation measures.
· Miscommunication between the housekeeping staff can create issues in real-time facilities, and inefficient coordination.

	Maintenance
	· Maintenance issues in the hotel refer to Equipment Malfunctions, as the guest of the hotel may face various issues with malfunctioning equipment such as electrical systems, plumbing, or elevators (Huang et al. 2022). This maintenance issue in equipment malfunction can occur due to irregular prevention maintenance, unreliable network, and lack of suppliers and contractors.
· Safety and Security maintenance refers to the fire alarm systems, access control systems, surveillance cameras in the common area and outside of the rooms and emergency lighting (Yu et al. 2022). This safety and security issue occurs due to a lack of routine inspections, staff training on emergencies, and equipment maintenance contracts with reputable vendors.
· Staff training for skills and knowledge development is referred to as equipment maintenance, security and safety protocols, troubleshooting, new technologies-related training, and maintaining the effectiveness and efficiency of the maintenance team.
· Public area maintenance refers to maintaining the cleanliness of the corridor, lobbies, restaurants, and recreational facilities (GÜNAYDIN 2022). This public area maintenance issue occurs due to the lack of routine inspections, regular cleaning schedules, and a lack of dedicated staff for public areas in the hotel.
· Guest room repair issues refer to broken fixtures, plumbing problems, and faulty appliances. This issue occurs in the hotels due to the lack of training in the responsive maintenance team.

	Sales and marketing
	· Sales marketing issues in the hotel can refer to the different types of potential issues, such as lack of hotel brand awareness which can occur due to the lack of strong brand identity, public relations efforts, visual branding, participating in industry events, review sites, and leveraging online platforms.
· Pricing and Revenue management also are of major issues in marketing and sales, due to inefficient revenue management practices, lack of training among the staff, poor online presence and outdated marketing strategies, and lack of pricing strategies, which refer to the lack of profitability in the hotel’s revenue (Rogers 2019).
· Ineffective promotional strategies in the hotel Acqualina Resort and Residence refer to outdated promotional strategies, a lack of online presence such as email marketing, advertising on social media marketing, website traffic, and generating leads.
· Lack of customer relationship management and follow-up in the hotel refers to ineffective customer support in the hotel, lack of training and skills among the staff, and ineffective customer relationship management strategies in the hotel (Han et al. 2021).
· Inadequate communication with potential clients is also a major issue in sales and marketing, which refer to the lack of training and skills among the sales team regarding the closing deal, negotiation, effective communication and abilities of prospects.



[bookmark: _Toc135848132]TOWS analysis:
	
	Strength (O)
· The location of the Hotel Aqucalina Resort and Residence
· The silica beauty of the hotel attracts the guest.
· The luxury facilities in the hotel.
	Weakness (W)
· The issue in the check-in and checkout process of the hotel.
· The ineffective and inefficient sales and marketing strategies.

	Opportunity (O)
· Personalized service for enhancing the customer’s experience.
· Growth of the hotel in the potential markets.
	Strength-Opportunity (S-O)
· The hotel can enhance its growth in the market by improving its luxury facilities.
· Advertising the hotel location and luxury facilities can help the hotel to expand its business in potential markets (Widardi et al. 2021).
	Weakness-Opportunity (W-O) 
· The hotel can improve the personalised service with an effective check-in and check-out process.
· The hotel should utilise efficient sales and marketing strategies to grow the hotel in the industry (Bhandari and Sin 2023).

	Threat (T)
· The COVID-19 pandemic situation.
· High competition in the competitive market.
	Strengths-Threat (S-T)
· The hotel can expand its business in a highly competitive market by improving silica beauty (AHMAD et al. 2023).
· Promoting the location of the hotel with various marketing strategies.
	Weakness-Threat (W-T)
· The hotel can be considered to adopt effective sales and marketing strategies to stay ahead in the competitive market.



[bookmark: _Toc135848133]Action plan:
	Issue
	Solution
	Desired outcome
	Time Scale
	Completion date
	Planned budget

	Front desk and guest service
	To enhance the front desk and guest services the hotel can implement efficient check-in and check-out procedures and provide extra or sufficient staff during the peak times.
The hotel should be considered to provide effective training to the staff to address the customer’s complaints and requests (Castro-Casal et al. 2018).
The hotel can improve the personalized service to attend the guests’ requirements and needs.
The hotel should provide management training to the staff to attend to the guests and fulfil the requirements. The hotel needs to update the reservation system to provide accurate information to the guest.
The hotel should consider taking feedback from the customers to improve the front desk and guest services and provide a better customer experience.
	The hotel can provide better services to the guest by minimizing the waiting time for the guest. The hotel can enhance the staff’s performance by solving guest queries, complaints, and requests. With the help of personalised service, the hotel can improve the hotel’s customer service (Jiang and Wen 2020). With the help of an efficient reservation service, the guest can get accurate information regarding their booking. With the help of customer feedback, the issue can be resolved and provide an enhanced customer support experience.
	In the next 3 months
	August 2023
	$5,000 



[bookmark: _Toc135848134]Recommendation:
· The main issue the hotel Acqualina Resort and Residence is currently facing due to issues with complaint handling, reservation management issues, lack of personalized services, delays in checking and check out, miscommunication with the customers, inefficient concierge services and issues with multilingual support. To resolve these issues there are a few recommendations that can be helpful for the hotel to minimise the issues and improve the services.
· The hotel Acqualina Resort and Residence should be considered to enhance the personalized services for the customers which can be helpful for the business to provide a better experience to the customer.
· The hotel should consider minimising check-in and checking-out delays. As the customer had to wait for landing time, therefore, the hotel should provide sufficient front desk staff at the pick hours, and the hotel should implement better check-in and check-out procedures. The hotel can offer self-check-in services to the guest (Moon et al. 2021).
· The hotel should consider implementing efficient and effective communication, by providing effective communication training to the staff, which can be helpful for the hotel to streamline operations and enhance guest experiences to minimize miscommunication at the front desk and guest services (Xu et al. 2020).
· The hotel Acqualina Resort and Residence should be considered to ensure their reservation systems are regularly updated and work accurately. As well as the hotel provides training to the staff for clear communication skills and data management skills to avoid issues. 
· The hotel can minimize and address the language barrier issue with foreign customers by providing multilingual staff or translation services to assist the guests in their preferred language by the trained staff (Buhalis and Cheng 2020).
· The hotel Acqualina Resort and Residence should be considered to ensure their front desk staff will have up-to-date information about local attractions recommendations, reservations, and transportation to provide information to the guest. As well as the staff should maintain a good relationship with service providers in the hotel area.
[bookmark: _Toc135848135]Conclusion:
In conclusion, the hotel Acqualina Resort and Residence is one of the famous hotels in Florida USA. However, in the current situation, the hotel is facing various issues in operating the hotel. Some of the major issues are front desk and guest services, housekeeping, food and beverage services, maintenance services and sales and marketing services. These issues are impacting the hotel’s brand profile and reducing the customer experience. Therefore, the hotel should be considered to adopt and apply new strategies and techniques to minimise the issues and enhance the customer experience. Among all these issues the main issue for the hotel is related to the front desk and guest services which is impacting the guest experiences and online reviews. To evaluate the issues there was a SWOT and PESTLE analysis tools that has been completed to find out these scopes and analyse the problem therefore in future the hotel can improve its operating performance. With the help of the SWOT analysis tool the hotel’s strengths, weaknesses, opportunities and threats have been discussed. With the help of the PESTLE analysis tool the hotel’s political factors, economic factors, social factors, technological factors, legal factors and environmental factors have been evaluated to understand the potential issues. With the help of analysis, the problems are evaluated a few management techniques and training programs as well have been demonstrated to resolve the issue. After finding and results of the issues there is a TOWS analysis tool has been completed to identify the potential improvement areas. There was an action plan that has been made to address the issues within the next 3 months with some of the desired outcomes and a budget plan. There are a few recommendations that have been provided to address and resolve the issues by implanting different types of techniques and strategies.
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