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EXECUTIVE SUMMARY 

This particular piece of paper is being written in order to serve as a consultancy report for the client. 

The client is Drayton Court Hotel and it was advised that the problems within the hotel relies at the communication between the front desk of the hotel and other departments. 

Therefore, after the in-depth analyse of the hotel, by the usage of the relevant theories and methods, such as SWOT and PESTLE analysis, it was seen that the main problems is actually a part of the presented problem by the client, relaying over the communication between the front desk and the housekeeping department – it was seen after the examination of the online reviews which represents a considerable for the overall business. 

Performing the SWOT analysis for the internal environment, it was discovered that the hotels’ biggest strengths is its location and free breakfast services; while the biggest weakness is the check-in time and the basic problem – the lack of communication. In terms of the other aspects of the analysis, one opportunity for the hotel is to implement and online platform – which is also the overall solution for the main problem; while the threat remains the same as for the any other hotel within the hospitality industry – the competition. 

Furthering to the second analysis with regards to the external environment, through PESTLE analysis it was shown that there are significant factors form the outside that may impact in a negative way the client – Drayton Court Hotel, including the governmental power, the laws and regulations, as well as the social influences, involving the trends as well. 

After the establishment of the problem, the lack of communication between the front desk of the hotel and the other departments within the hotel, especially considering the lack of communication between the front office and the housekeeping department, it was suggested that an online system to contribute towards the managerial performance which leads to a better communication will be a good recommendation for the main issue. 

Notable that there is also a smaller problem which may also impact the hotel; however, it is with regards to the chick-in processes and regulations and it was also dealt with within the sections of the consultancy report. Shortly, it was advised that the check-in hour may be a little too late, and as a solution it was recommended to change the check-in hour from 14:00 to 12:00 for the improvement of the customer satisfaction. Thus, this change may actually have an impact over the housekeeping department as the personnel working within the department will, most probably, have to slightly change their working hours in order to provide clean rooms for people at 12:00 instead of 14:00. Although the costs are not really expected, the managers of Drayton Court Hotel may decide that the staff may deserve an award as a result for their hard work, as well as for the programme change. 

In terms of the main problem, it was recommended that the online platform called Monday.com to be used. Monday.com is a platform which enables people to put in their personal tasks, as well as the progress and status. Therefore, as the issue is because of some bad reviews from the people complaining about the rooms not being entirely clean, with the help of the platform, the front desk will know what rooms are clean, in progress or not started yet as the housekeeping department will take the responsibility of updating the system as often as needed. With this, not only that the communication will be improved, but the hotel will take reasonable steps to modernise it, or at least for the managerial part as it is much easier to get the work done in the online ways, rather than papers. 

Unlike the minor issue presented, the major issue of Drayton Court Hotel is actually requiring some significant costs in order to be done. The costs consist of a monthly payment for the Monday.com subscription which will be around £200/monthly – to be noted that the entire hotel may be able to use the new system. The list of costs can be continued with the fact that the staff must be provided with suitable devices, such as phones or tablets which also constitute an expense – around £2000. In addition, the internet must be also taken into consideration, however Drayton Court Hotel already provides free internet. 
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[bookmark: _Toc74217441]INTRODUCTION 
This particular assignment will be effectuated by using the report formats; therefore, it will be very well segregated and on point with the aim and scope of providing with all the relevant information with regards to the report. 

More than this, this report has at its base a hotel that faces a problem which is stopping them form making as much profit as desired. The hotel is the Drayton Court Hotel which is situated within the area of Tamworth and the problem that it is facing is the fact that there is a very poor communication between the front office and the rest of the hotel’s department, including the human resources department, and the marketing area of the Drayton Court Hotel. Nevertheless, the manager of the hotel, David Josh required further assistance on what approaches should be taken in order to help and improve the communication between the problematic sector of the hotel as otherwise this can negatively impact the overall functionality of the hotel. 

Therefore, in order to be able to help David Josh and his hotel, the Drayton Court Hotel, an ample research and analysis of the hotel is a must, otherwise the hotel will not get the right answer that can actually help with its problem. Talking about the analysis, there are two specifically and strategically analysis, involving the PESTLE analysis which is entirely focused over the outside environment of the hotel, and the SWOT analysis which is entirely focused over the inside environment of the hotel -  fact which may be the most important aspect to be considered for this particular scenario as the problem that the hotel is facing is directly related to the internal environment of the business. However, each one of the analyse will be conducted and explained, along other relevant aspects of the case, within the sections that are about to follow. 

Concludingly, the problem that Drayton Court Hotel is suffering of is because of the poor communication between the front office and the other departments.

Therefore, it is aimed that this particular piece of work will be able to help the hotel by solving their communication problem. 

[bookmark: _Toc74217442]MAIN BODY - SCOPE AND ANALYSIS 
As mentioned, the scope of this particular organisational consultancy is to help the client – Drayton Court Hotel to solve their problem which consists of a poor communication between the front office of the hotel with the other department of the hotel, including the housekeeping department, food and beverage department, security department, as well as the human resource and marketing department. Moreover, as this problem dates back to few months ago, nearly a year, it is very likely that the problem to be of a more complex nature, however with the help of needed resources and analysis that are to be conducted, the problem will be solved and therefore the hotel will be growing and more successful. 

Furthermore, this particular section will also consist of two main analysis that are to examine both the internal environment of the hotel for which the SWOT analysis (MindTools, 2020)  is to be conducted (strengths, weaknesses, opportunities and threats of the hotel) and as well as the external environment with the help with the PESTLE analysis (CIPD, 2020) which states for (political, economic, social, technology, legal and environmental factors that may impact the hotel in both ways – either negative or positive). 

Nevertheless, in order to be able to conduct the analysis, it is very important to get to now as much details about the hotel as possible. This is actually going to make the analysis possible, as if the details about the hotels, such as the location, are unknown, then the examination will not be possible, therefore this particular section will not be fulfilled which will directly lead to not being able to provide the client with the needed consultancy.  

Having said this, a brief description of the hotel will be provided, closely followed by the relevant examinations. 

The Drayton Court Hotel is situated in the West midlands of the country, very close to Birmingham. The actual name is Fazeley, which is a very nice location within the territory of Tamworth a very amazing Georgian country, having as a postcode the B78 3RG, followed by the address of 65 Colehill St, which is situated very close to the A4091 road. 

By conducting and in-depth research, it is to be seen that the hotel is dating back a very long time ago, in the 1780s resulting in more than 200 years of being working on the market which is very impressive and gives the idea that, until now, Drayton Court Hotel, were working in a very good manner and that there were no poor communication problems. Otherwise, the hotel will not have been lasting until now in the 21st century, 2021, even after an entire year of pandemic due to the deadly virus infection with the COVID-19. 

Looking even closer at the location, it is to be seen that it is situated right next to famous park for the people living in there, but not only. Drayton Court Hotel is only one mile away from the Drayton Manor Theme Park (Drayton Manor Theme Park, 2021) and less than one mile away from Drayton Park Golf Club  (Drayton Park Golf Club, 2021) – both of them being very known and popular tourists’ attractions for people coming to visit, but for the people living there as well. After checking the area, it is entirely safe to mention that the both parks are full of joy and good feelings, as well as amazing vibes, due to the children that are frequently going to the parks in order to have fun. However, the parks are very segregated, therefore a division of the park was created especially designated for children and young adults in order to have fun; while the other division is being designated for people that need a relaxation moment to enjoy the nature and to take a deep breath. The outcome of these relevant information about locations that are to be found within the close area of the Drayton Court Hotel is something that will help later, especially for the PESTLE analysis of the external environment. However, as a side note, these details are also important to attract clients, therefore the manager of the hotel is strongly advised to make a use of this particular part. 

Before to mention the details of the hotel from an inside perspective, such as the rooms and the services provided, the description of the Drayton Court Hotel can be continued by mentioning that it does provide their guests with a quite big parking, entirely free of charge giving the guests the choice of selecting the preferable parking lot, thus it is after the theory of who comes first gets it, so the clients are not available to actually mark out the parking spot. In addition, for the people that are not driving, therefore for the individuals that need to make a use of either the communal transport or taxi, as well as UBER, it is important to mention that the communal transport is available within the hotel area, including that the hotel is situated only a few minutes away from the actual station where the bus can be taken. In addition to the bus, there are more than 3 lines of different lines that are going to different directions, one of them being directly to the centre of the town, where the guests can take the further needed transport to arrive at the desired destination – in order to detail this matter of fact, Arriva is the name of the most used communal transport within the area of Tamworth (Arriva, 2021). 

After some checks of the Drayton Court Hotel’s protocols, it was to be found out that the check-in time is at 14:00, while the check-out time is at 10:30 sharp thing that may negatively impact the overall outcome of the company, including its profits, however this is something to be analysed later within the next paragraphs of the consultancy report. 

Taking approaching steps towards the inside of the hotel in order to provide a brief description, the first thing to mention is Drayton Court Hotel is providing their guests with a country-side feeling as the hotel is of a country-styled nature, therefore it is perfect for the rustic lovers and this hotel can be the perfect choice for such people. 
Drayton Court Hotel is providing its customers with 30 ensuite rooms. The rooms differ, and the hotel is actually giving the guest a chance to choose from a double room, to a small double as well as rooms that can be found of the in-between sizes, such as small – to be noted that there are no interconnected rooms. 

The revenue of the hotel is not to be provided, giving the impression that the hotel is not as known as the bigger hotels, such as Hyatt or Marriott, therefore the Drayton Court Hotel does not seem as popular in the industry as probably desired by the managers of the hotel. 

Furthering, in terms of the other features that the hotel provides their clients with, it is numbered the free WIFI that the guests are entirely free to use as an additional bonus for choosing to spend the night at the hotel. More than this, Drayton Court Hotel is very child friendly, therefore parents who want to give their kids a unique experience is highly encouraged to bring them over to the hotel. The staff if also child friendly, therefore the kids will be fully safe and very likely to have a lot of fun. 
Drayton Court Hotel is also available to provide their clients with room services, as well as all-inclusive service. Speaking about the room services, the breakfast can be served free of charge with the aim and scope to provide the guests with the best experiences, as well as to gain loyal customers. The hotel has its own restaurant, as well as its own dining area, therefore people can just come and eat, without the need to book a room or to actually stay there, however the guests that spend the night do not benefit from any discounts for the restaurant of the hotel, beside of the free breakfast which can be served between 6:00 to 11:00 fact which may represent a strong point for the benefit of the hotel. 
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Drayton Court Hotel is a 2-star hotel, however after the analysis is true to mention that the hotel may even hit the 3-star advantages as it seems to actually delight its guests. in addition to the customer satisfaction, according to Google reviews, the hotel has got 4.4 starts which is a very high number which actually counts to the benefit of the hotel. 

Hence, the hotel is not for sleep only, such as just to book a room and to enjoy the period of time chosen to spend with it, but is actually provides to the public the chance to book an event, such as weddings, baby showers, birthday parties and any other sort of gatherings. However, here should be mentioned that the hotel was stopped from performing such events for the last period of time and this is directly due to the COVID-19 negative impacts over the entire world. The imposed restrictions did not enable people to book such events in order to stop the spreading of the infection (GOV.UK, 2021). 

Another crucial point in helping Drayton Court Hotel with its problem is to actually have a look over the reviews and to watch where people seem less satisfied and therefore where do people seem more satisfied. Having said this, according to the reviews posted by people who actually been the guests of the Drayton Court Hotel, people accorded a full score of 5.0 star for the location of the hotel – thing that has been already discussed within the previous sections and now it was confirmed by its own guests. The list is continued with a very close and high score of 4.9 star for the services provided by the hotel, additionally one of the reviews is stating that they were fully amazed by the location of the hotel and the services provided, including the usage of the restaurant and food for a baby shower – another advantageous point for the hotel. however, continuing with the score, the stars are slowing diminished until the 3.8 star score for the rooms (Google review, 2021)  – there may be occurring the actual problem of the hotel – the poor communication between the front desk of the Drayton Court Hotel and the other departments, including the housekeeping department which may seem the most appropriate department for this particular review. 

According to TripAdvisor, an average room at the Drayton Court Hotel in Tamworth is around £100 depending on the additional features that each customer needs. With regards to the rating, the hotel is actually the number one of the hotels in Tamworth, being rated as one out of ten for the location, cleanliness, service and the value, exactly in this particular order as the location, once again, seems to be the most appreciated (TripAdvisor, 2021). 
Drayton Court Hotel from the Tamworth location actually received the ‘’Excellent’’ badge as a result of the good reviews over the site. 

SWOT ANALYSIS OF THE DRAYTON COURT HOTEL 
This particular analysis is used in order to actually examine the inside environment of a chosen area, making notes about the strengths of the hotel, the weaknesses of the hotel, the opportunities that the hotel may be able to take in order to increase the value of the hotel, as well as the threads that needs to be removed as quickly as possible as there is a big change that it will cause harm to the business (Scott, 2021).

(A) Strengths – these are the strong points of the hotel, therefore after the above examination, the first thing to mention is the location as there are a multitude of reviews with full star rating with regards to the location of the hotel as the hotel provides their guests with a of green and it is the perfect combination for nature lovers; after this, the second strong point may be the check-out date as this is quite late, giving the guests to enjoy their stay a little longer, as well as to not rush in order to leave the room, exactly how most of the hotels do – therefore, Drayton Court Hotel fully lets their guests to enjoy every moment, even a little longer. Moreover, the hotel is providing its guests with a free breakfast, giving the customers an entire variety of food to choose form. In addition to the strengths of the hotel, it also has different spaces and gives the opportunity to book bigger gatherings, such as weddings and baby showers and according to the above reviews, the personnel is doing a great job, including the restaurant part of the hotel.
(B) Weaknesses – these are the weak points of the hotel and one of the biggest concern of the hotel is the check-in date as it seem a little bit too late and people often want to be able to have a look at their room and to be able to leave their languages. The list can be continued with the bad reviews when it comes to the rooms of the hotel and how clean they are, nevertheless this can be an impact of the main problem of the hotel – the poor communication between the front desk and other departments as the front desk is in charge with providing the rooms to the guests, but if there is a little to no communication between the front office and the housekeeping, there is a big chance for the front desk to be handling a dirty room to a new guest as they did not checked with the housekeeping department first. 
(C) Opportunities – these are some variants and chances that Drayton Court Hotel may consider in order to either solve the problem or to grow its success; therefore the biggest opportunity is to change the check-in date and let people check-in at an earlier hour, such as 12pm, fact which gives the clients the opportunity to rest before having a whole day ahead as well as to introduce a better management system, such as Monday.com where the staff can communicate and there can be made the updates for every single thing, including the status of the room if the respective room is clean or not. Another opportunity for the reputation of the hotel can be to ‘’go green’’ and become even more environmentally friendly. This matter of fact will bring more customers and it will catch their loyalty and attraction. 
(D) Threats – these are the obstacles of the hotel, and as because this is within the hotelier industry, therefore the biggest threat is the competition which is trying to overcome the hotel. Therefore it is important for the hotel to take as much advantage as possible over the competition and the rivals in order to keep their good reputation at a high level. 

PESTLE ANALYSIS OF THE DRAYTON COURT HOTEL 
This analysis have been developed in order to enable the possibility to conduct an examination of the external environment with regards to a given object, however for this particular case it is going to be the Drayton Court Hotel. The PESLTE analysis is made of different factors that may impact the hotel, such as the political factors, economic factors, social factors, technological factors, legal factors, as well as environmental factors (PESTLE, 2021).
(a) POLITICAL FACTORS – as the Drayton Court Hotel is a hotel, therefore it represents a part of the hotelier industry, which is very much under the government control. In other words, the government has a lot of power over the hotelier industry, such as imposing a travel ban (fact which happened last year, due to the Coronavirus Pandemic in order to stop the spreading of the infection). More than this, other political factor is the tax reform which is also controlled by the government. Additionally, every time when the period of election comes, the hotels are also impacted as the new person who comes to be in charge may drastically change everything which can result in a very serious problem for the hotel. 
(b) ECONOMICAL FACTORS – the first thing that is to be mentioned here is the fact that the world has suffered massive crashes and crisis because of the deadly infection with SARS-COV-2 as the government (once again, very powerful) has imposed a lot of hard restrictions, banning the free movement and actually closing down pretty much everything with the exception of the essential shops, such as food shops and medicine. In terms of the hotel, it was on hold for a long period of time as the hotels were not allowed to perform any type of gatherings, fact which resulted in major losses for the hotel (PESLTE, 2021).
(c) SOCIAL FACTORS – these factors are directly related to people, therefore to the whole public and their preference. The major thing here is if something that is not going to bring any benefits for the hotel becomes a trend, therefore the hotel will be in disadvantage. For example, the Airbnb is quite a trend and this may cause losses as people desire less pricey hotels while they turn to the new trend (Bush, 2019).
(d) TECHNOLOGICAL FACTORS – here, the things are getting even more wider and complicated and this is all due to the fact that the technology is an infinite thing, therefore there are absolutely no limitations, meaning for the hotel that everyone could write a review which may negatively impact the hotel. however, on the other hand, looking to the good parts of the technological factors, Drayton Court Hotel could really make a use of it by applying some digital marketing in order to promote the hotel. This means that the managers of the hotel could use the digital marketing in order to promote the hotel through different websites, such as Facebook, Instagram, Twitter and any other available social media platform. Statistically talking, more than half of the world is using the digital option to promote the goods and services and increased by almost 20% at the end of 2016, meaning that now, the percentage is even bigger (McDowel, 2017). In addition to this, the reviews that people leave for the hotel on different sites and websites are massively important as they can either improve the hotel’s reputation or, in the unpleasant scenario case, can ruin or destroy the reputation of the hotel (Major, 2019).
(e) LEGAL FACTORS – when it comes to the law, everyone and everything must closely obey all the laws, including the hotels and  Drayton Court Hotel. This is very important as if there are some areas where the hotel does not accordingly follow the imposed law, then the hotel can be considered as working illegally, leading to the closure of the hotel, as well as fines. There are more and more law and regulations imposed by the government for the hotels, including the health and safety measures. 
(f) ENVIRONMENTAL FACTORS – this is, in most part, about the nature and where exactly is the hotel situated, therefore after the description of the hotel it is true to mention that the location of the hotel is a very big advantage. 





After the analysis has been done, it is true to mention that there are more than one single problem, however not all of them needs to be dealt with at this particular moment. 

Drayton Court Hotel could really benefit form some organisational changes, as well as for the protocol arrangements, however this is something that may be dealt with at a later time, if requested.

Nevertheless, the main problem of the hotel is actually the mentioned one as the analysis shows – the lower score is due to the rooms which are not as they should be and this is a direct effect of the poor communication between the front desk of the hotel with other departments, especially the housekeeping section.

Analysing the departments, especially the relevant ones, it was found that the staff does not have a proper way of communication. This matter is directly leading to the negative aspects of the hotel, according to the bad reviews on the websites with regards to the rooms. Additionally, the addresses problem, such as that within the Drayton Court Hotel is a poor communication it is entirely true and also the main problem – as mentioned, there are other minor faults which can be solved at a later stage. 

Technically thinking, the main thing to do is to implement and then improve a way of communication between all of the hotel’s department as this will lead to a proper communication within the hotel in general, including within the problematic departments – front desk and housekeeping as the main issue is situated in-between these two departments, but overall the staff are not able to benefit from any way of communication as there is no way existing. 

Therefore, the next thing to do is to consider a very wide range of techniques that follow to be implemented in order to solve the problem. 

Taking into consideration that the staff is already used to the hotel environment, there is no need to consider a basic staff training, but it will be for the best to consider a training programme on how to use the digital platforms in order to communicate as this will be the next step towards the problem solution – due to the world development with regards to the technology, the technology has been massively developed for the best of the people, giving them more chances to make the daily task easier (Pedersen, 2020). 

Furthermore, the usage of the technology is very important as this actually stays at the heart of the new things that are to be implemented within Drayton Court Hotel, if desired. There are a multitude of ways through which the technology could improve the communication within the entire hotel, so that it will be included the problematic sections of the hotel as well, including the implementation of an online agenda – Management Programme (Attala, 2019).

The mentioned online agenda is also known as an online platform where all the relevant data can be included. There are several platforms that Drayton Court Hotel could use, however one good suggestion can be the app called Monday.com. 
Monday.com is a platform which includes one of the best workspace navigations and the access to the dashboard is as easy as it could be. Within Monday.com,  the staff will be able to put their own tasks and them mark them through the way – for example, the housekeeping department could mark a certain room as being ‘’Working on it’’ and then when the room is done it could be marked as ‘’Done’’. The link between this is that all of the departments will have the access to the platform, therefore Monday.com will be accessed by all the staff. Simply put, in this particular case, the front desk will be able to see in real time the progress of the certain rooms, therefore when someone is requesting a certain camera, the reception will know exactly the stage of the room. Moreover, by doing this, the negative reviews will be diminished, leading to more prosperity for the benefit of the hotel, as well as for the guests as they will be enjoying their stay at the full value, without any little issues that may impact in a negative way the overall customer satisfaction. 
According to their website, Monday.com is a very good management tool which can surely improve the communication – the main issue of Drayton Court Hotel (Monday.com). 


[bookmark: _Toc74217443]REPORT’S FINDINGS AND RECCOMENDATIONS
· The problem presented was regarded as being a poor to no communication between the front desk department and the other departments; 
· Therefore, after an in-depth analysis, it was found that the actual problem is the poor communication, but it is more specifically between the front desk of the hotel and the housekeeping department; 
· As a solution is required in order to solve the problem; the best approach is to implement a managerial toll, such as an online platform that will enable all the departments to see what all the departments are doing, as shown, in real time. therefore, the main problem that is to be understood after the examination of the reviews, will be easily avoided and the front desk will be sure that the accorded room is clean, and the customer satisfaction will not be affected;
· There are a wide range of online platforms to be used for a good performance management, however the suggested platform is Monday.com as it meets all the needed criterion in order to solve the problem, however the most important part is that it is very easy to use; 
· Speaking of the handling of the online platform, it will take:
· Money to implement (the cost can go as up as £99) depending on the circumstances – that may be the basic price for the enterprise package;
· Training for the staff so that it will be ensured that everyone knows how to use it; 
· Devices to use, as well as an internet connection;
· As the internet is already free and already provided by the hotel;
· Therefore there will be expenses to be covered in order to provide the staff with devices – such as a standard smartphone or tablet which will come with the app already installed
· In addition, due to all the examinations, it was found other little, but significant problematic parts of the hotel, including the check-in date – it will be for the benefit of both the customers and the hotel to lower the time, as mentioned as most of the people are coming from a very long journey and the most common time when travellers arrive is 12, meaning that the guests will have to wait for another two hours in order to get some rest in the room that has been already booked.
· In order to be able to change the hour, the housekeeping department will need to be even more sustainable and communicative, therefore the usage of Monday.com will suit perfectly. 



[bookmark: _Toc74217444]ACTION PLAN
	NUMBER 
	ISSUE 
	SOLUTION 
	DESIRED OUTCOME 
	TIME SCALE 
	COMPLETION DATE 
	PLANNED BUDGET 

	
1
	POOR COMMUNICATION BETWEEN THE FRONT DESK AND OTHER DEPARTMENTS 
	
To agree and implement an online management platform – Monday.com.
	
The desired outcome is to improve the communication between the departments.
	
A maximum of two months time.  
	
9th August 2021 at the latest. 
	
Approximatively £200 per month in order to use the platform (monthly subscription).  

	
2
	POOR COMMUNICATION BETWEEN THE FRON DESK AND THE HOUSEKEEPING DEPARTMENT 

	
The same as the above problem – to make a use of the online platforms – Monday.com as suggested. 
	
To improve the communication between the front desk department and the housekeeping department so that the bad reviews over the websites will be replaced with good reviews, leading to a better reputation.
	
A maximum of two months 
	
9th August 2021.
	
Around few hundred, may even be few thousands of pounds as the staff must be provided with devices in order to use the app. 

	
3
	
LATE CHECK-IN TIME 
	
To change the check-in time from 14:00 to 12:00 
	
Improve customer satisfaction as it is very important for the benefit of the hotel. 
	
Within the next following month. 
	
9th of July 2021. 
	
No budged needed, may be only some awards for the housekeeping department as their working hours may suffer some changes. 




[bookmark: _Toc74217445]CONCLUSION 
Hence, the main problem presented within Drayton Court Hotel is not of a very dangerous nature, however it requires some more attention and a good approach. As suggested, the key thing to do is to implement ways of communication, therefore the management online platform would fit as a good variant. 

Concludingly, thank you for choosing our services! I hope this consultancy report will be the answer of you all questions, however do not hesitate to contact us if any enquiries occur. 
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