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[bookmark: _Toc159408137]Executive Summary
“The Britannia Hotel Edinburgh” is a chain of “The Britannia Hotels” situated in Edinburgh. The hotel provides facilities at low costs as compared to other hotels in the vicinity.  “The Britannia Hotel Edinburgh” is unable to satisfy the customers and retain them which has increased the customer turnover rate over time. The customers are dissatisfied with the level of service quality provided by the hotel management. The brand reputation had been badly damaged, and the hotel is bearing losses. The management of the hotel has contacted the M.K. Consultants to provide their expert consultancy to analyse the situation of the turnover of the customers. The consultants have analysed the micro and macro environment of the hotel by using PESTEL analysis and SWOT analysis. Additionally, the TOWS analysis has been presented which has provided the opportunity to propose strategies that can help the hotel management to improve their services. The PESTEL analysis provided the information that the preferences of the customers can change over time due to the changing situations around them. The advancement in the technologies is needed to be up to date to make the room reservation, check-in, and check-out system easy for the customers. The hotel must adopt practices that are environmentally friendly and try to reduce the waste generated from the hotel. It has also been identified that the customers provide negative comments and reviews related to the service of the hotel. They do not want to again take the services from the hotel despite the cheap rates offered to the customers. The rating of the hotel is 2 out of 5 stars because the service of the hotel is inadequate. The customers have complained about the lack of cleanliness and maintenance in the hotel rooms and the free Wi-Fi is not available in all areas of the hotel. Moreover, the staff is quite unresponsive to the complaints of the guests which has damaged the reputation of the hotel badly.
The SWOT analysis has provided insights into the internal strengths and weaknesses of the hotel. It has been identified that the location of the hotel is quite attractive for tourists and the prices offered to the guests are affordable with facilities and amenities. The customers have the facility to reserve the room online as well. On the other hand, the hotel provides inefficient service to the customers. They complained regarding the cleanliness issues in the rooms. Moreover, the staff is inexperienced, and they do not cater to the complaints of the customers which are highly disappointing for them. The hotel has lots of opportunities which can be availed to make the reputation high and improve the quality of the service. The hotel management can invest in maintenance and create an attractive appeal for the customers. The hotel can integrate eco-friendly and sustainable practices to attract customers who are conscious of the environment. Along with this, training can be provided to the employees to improve the service quality. The TOWS analysis was conducted which provided the strategies that can be applied to improve the quality of the service and enhance the productivity of the employees. The measures taken by the hotel can reduce the customer turnover rate and create a competitive edge in the market. 
M.K. Consultants have provided recommendations to “The Britannia Hotel Edinburgh” to bring change to their organisation. The hotel management is recommended to provide training and development opportunities to the employees to improve their skills and capabilities. The training sessions can help them in improving the service quality and the customers will be satisfied with the service provided to them. The training sessions can help them improve the cleanliness levels in the hotel which will make the experience of the guests delightful. Additionally, the hotel management has been advised to provide personalised services to the customers to enhance their experience. The hotel management can plan the value-added services they can provide to the guests to make their stay memorable at the hotel. The managers can plan meetings with the staff members create cross-functional teams and utilise their skills, capabilities, and expertise to improve service quality. The managers can schedule meetings to communicate the vision behind the change and encourage the employees to accept and implement the change. Additionally, the performance of the employees can be tracked from time to time to analyse the benefits of the training provided to them. Along with this, the hotel management can implement the NPS score system to get timely feedback from the customers related to service quality and analyse the trends of positive and negative reviews. It is necessary to assess the NPS scores before and after the training and development provided to the employees to check the improvement in the services provided to the customers. This will provide insights into the usefulness of the training sessions provided to the employees and whether they have implemented the learnings to improve the service quality. The reviews of the customers can provide a clear picture related to the improvement in the cleanliness level and the responsiveness to the complaints and queries of the guests. The hotel management needs to plan and allocate a budget and set the targets that are needed to achieve at the end of a certain time to get the desired outcomes. By doing so, the hotel can enhance its service quality make the customers satisfied and make them loyal. 
[bookmark: _Toc159408138]
1. Introduction
The consultancy report is aimed at addressing the issue faced by “The Britannia Hotel Edinburgh”. The customers seemed dissatisfied with the service quality provided by the hotel. The customer turnover rate has increased over time and their loyalty is being questioned because they are providing negative reviews and comments about the service provided by the hotel. The management of the hotel has analysed the situation and evaluated that their competitiveness and brand reputation in the market have been affected badly due to the dissatisfaction of the customers. The management has evaluated that if the situation remains the same then the business will be affected adversely, and the hotel will bear huge losses. 
[bookmark: _Toc159408139]1.1 The Britannia Hotel Edinburgh
“The Britannia Hotel Edinburgh” is a hotel chain of “The Britannia Hotels” and is situated on the bank of the Water of Leith at the West end of Edinburgh City Centre (Britannia, 2024a). The hotel provides the facility of 223 en-suite bedrooms which are well equipped and have tea and coffee-making facilities along with a TV and hairdryer. The hotel provides free Wi-Fi, and the receptionist is on duty for 24 hours. The charges for using unlimited Wi-Fi in the bedroom are at a rate of £ 7 for 24 hours per device. The hotel offers a “double, twin, lexx, triple and family” bedroom facility (Britannia, 2024b). However, the parking facility is charged at a rate of £7.50 for 24 hours. The restaurant offers English breakfast and other options as well such as pastries, cereals, yoghurts, and fruits, and has a huge variety of dinners with an on-site bar with plenty of beverages and snacks (Britannia, 2024c). Moreover, pets are also allowed in the hotel at a rate of £10 per pet, and only 2 pets are allowed in a room (Britannia, 2024d).
[bookmark: _Toc159408140]1.2 M.K. Consultants
M.K. Consultants have been working to provide consultancies to different business organisations with a team of experts. The company combines experience and expertise to provide insights into the improvement and enhancement of the business of the clients. M.K. Consultants provide valuable solutions to clients according to the nature of the problems. The company strives to provide solutions to improve business performance, optimise the business model, deliver quality products and services, and engage and retain employees and customers. 
[bookmark: _Toc159408141]1.3 Theories and Frameworks 
The problem faced by “The Britannia Hotel Edinburgh” has been analysed using several frameworks and theories to get insights into the issue and to provide a solution to the client. Oliver’s theory (1980) of service quality has been used to assess the level of satisfaction of customers. The theory given by Oliver determines that the quality of the service provided to the customers is judged by them if their expectations are not fulfilled (Osoko and Muda, 2021). Moreover, a SWOT analysis has also been performed which stands for “Strengths. Weaknesses, Opportunities and Threats”. According to Benzaghta et al. (2021), the SWOT analysis helps in the assessment of the inner environment of the business along with the external environment. Additionally, SWOT has been followed by TOWS which is an extension of SWOT analysis. TOWS matrix helps in proposing strategies for the businesses following the SWOT analysis (Yamagishi et al., 2021). Lastly, PESTEL analysis has also been performed which stands for “Political, Economic, Social, Technological, Environmental and Legal”. CIPD (2023) highlighted that the PESTEL analysis examines the external factors affecting the business. The frameworks and theories have helped the consultant to analyse the business landscape of “The Britannia Hotel Edinburgh” to provide the solution to enhance the satisfaction of the customers and to increase their engagement. 
[bookmark: _Toc159408142]2. Analysis
[bookmark: _Toc159408143]2.1 Overview of the Problem
“The Britannia Hotel Edinburgh” has been facing issues related to the disengagement and dissatisfaction of the customers with their services. Despite the services provided to the customers with a variety of facilities and amenities, the management has evaluated that the business performance is declining. The customers are providing negative comments and reviews about the service quality of the hotel. “The Britannia Hotel Edinburgh” has asked “M.K. Consultants” to investigate the matter and provide a solution to retain the customers and increase loyalty and engagement. The consultancy company has analysed the situation to evaluate the reason for the decline in the number of satisfied customers and the decrease in their satisfaction level. It has been observed that the hotel is unable to provide the quality service to the customers it promised to deliver. Parveen (2022) reported that the customers have awarded 2 out of 5 stars to the service of the hotel due to the lack of cleanliness in the rooms of the hotel. The cleanliness of the hotel provides a positive impact on the guests, and they are likely to retake the services from the same hotel (Kim and Han, 2022). It has been observed that the clean ensuite rooms and well-maintained public areas in the hotels provide comfort to the guests and make their stay pleasant and memorable (Ali, Nurin, and Mohi, 2023). Customers or guests who experience comfort while staying in a hotel tend to give positive reviews and ratings and are more likely to return to the same hotel for another stay. 
Sudarmayasa et al. (2022) have evaluated that hotels that do not focus on maintenance and cleanliness of the hotels, especially rooms, and bathrooms face challenges in retaining customers. Parveen (2022) also reported that the guests seemed unhappy with the quality of the service provided to them in return for the price charged by the hotel. Moreover, Macmahon (2023) reported that the customers have complained of facing cleanliness issues and they must clean the rooms by themselves because the staff and management of the hotel have shown unresponsiveness to the complaints of the customers. In this regard, Sarkar, Sarkar, and Sreejesh (2021) highlighted that organisations that do not respond to the complaints and queries of the customers lead to the loss of customers, damage to reputation, and hence loss of profits. Another survey conducted by Bell (2024) revealed that 30% of the guests who recently stayed in “The Britannia Hotel Edinburgh” had encountered service issues such as leaked toilets, and unpleasant and dirty rooms. The guests recommended other hotels which are also a little cheaper but have maintained cleanliness. The hotel has no value for money and provides poor customer service. 
[bookmark: _Toc159408144]2.2 PESTEL Analysis
PESTEL analysis of “The Britannia Hotel Edinburgh” has been assessed to understand the influence of the macro-environmental factors on its business. According to Buye (2021), PESTEL analysis is a framework that has been used to strategically evaluate the impact of external factors on the business of an organisation. The PESTEL analysis of “The Britannia Hotel Edinburgh” has been discussed below which has helped in proposing future strategies.
[bookmark: _Toc159408145]2.2.1 Political Factors
The regulations and policies set by the government can affect the operations of the hotel. Falk and Yang (2021) highlighted that taxation policies and health, and safety laws can impact the performance of hotels. 
[bookmark: _Toc159408146]2.2.2 Economic Factors
The hotel industry is based on the tourism activities in the region. According to Khan et al. (2020), the increase in the number of tourists directly impacts the business of the hotels and hospitality industry. Additionally, the hotel industry is labour-intensive, and the labour cost can affect the profitability of the business (Alemayehu and Tveteraas, 2020). The staff can retain if the packages are attractive and as per the labour laws. 
[bookmark: _Toc159408147]2.2.3 Social Factors
The changing preferences of the customers can create variations in the demand for the service provided by the hotel. Khalid (2023) evaluated that customers seek eco-friendly and hygienic options along with the integration of advanced technologies. 
[bookmark: _Toc159408148]2.2.4 Technological Factors
According to Busulwa, Pickering, and Mao (2022), the advancement in digital technologies has impacted the hospitality businesses. It has been observed that customers are increasingly using digital channels for reservation of rooms, check-in, and check-out and to make payments. 
[bookmark: _Toc159408149]2.2.5 Environmental Factors
Floričić (2020) highlighted that awareness regarding climate change and sustainability has become a major concern for the hospitality industry. The hotels can attract environmentally conscious customers by integrating sustainable practices and reducing waste. 
[bookmark: _Toc159408150]2.2.6 Legal Factors
According to Kainthola (2021), the management of the hotels must comply with the laws and rules made by the authorities to attract customers. The guests are likely to stay in a hotel where the crime rate is low in the locality and their belongings are safe within the premises of the hotel. 
[bookmark: _Toc159408151]2.3 SWOT Analysis 
The SWOT analysis of “The Britannia Hotel Edinburgh” has been conducted to evaluate the internal and external factors affecting the performance of the hotel. Raeburn (2022) evaluated that the SWOT analysis determines the internal strengths and weaknesses of an organisation along with the external opportunities and threats. The goal of the SWOT analysis is to enhance the awareness related to the factors that can help in proposing strategies for the business (Benzaghta et al., 2021). The SWOT analysis of “The Britannia Hotel Edinburgh” has been discussed below:
[bookmark: _Toc159408152]2.3.1 Strengths
The location of the hotel is in Edinburgh which makes it quite attractive for tourists. It has been reported that the tourism rate has been high in Edinburgh which made it a popular destination (Poncio, 2023). Moreover, the rates of the hotel are quite cheap which makes it affordable for customers who do not have enough resources for vacations. The hotel provides facilities such as ensuite bedrooms, TV, hair dryer, and tea, and coffee making in rooms. Moreover, the hotel has a vast parking lot and free Wi-Fi. The restaurant also offers a variety of food, snacks, and drinks for breakfast and dinner. Padma and Ahn (2020) highlighted that the facilities provided by the hotel attract a range of guests and increase the customer base. The hotel provides the facility to book the room online to reduce the hassle for the guests. 
[bookmark: _Toc159408153]2.3.2 Weaknesses
It has been observed that “The Britannia Hotel Edinburgh” lacks maintenance of the building which requires cost and affects the customer experience. According to Zulkifli (2023), the guests feel welcome and happy while staying at a well-maintained hotel. Additionally, the service quality and cleanliness of the hotel are inadequate, and the staff is inexperienced which damages its reputation. In this regard, the report by Parveen (2022), Macmahon (2023), and Bell (2024) stated that the customers complain about the unsatisfactory service of the hotel and the lack of cleanliness which have ranked it in the worst hotels list. Along with this, the online presence of the hotel is limited and not very well managed. 
[bookmark: _Toc159408154]2.3.3 Opportunities
The hotel can grow its business by attracting an increasing number of guests as the location is attractive to tourists. Moreover, the management can invest in maintenance and improve the condition of the hotel. Bagchi et al. (2021) evaluated that a well-maintained and attractive hotel creates appeal for the guests, and they take services from the respective hotel. In addition, the hotel management can improve the service quality by adding eco-friendly practices and modern technology. According to Floričić (2020), the implementation of advanced technology and the integration of green practices can enhance the service quality and attract environmentally conscious guests to the hotel. Additionally, the hotel management can provide training and development opportunities to the staff to enhance the quality of the service rendered to the guests. 
[bookmark: _Toc159408155]2.3.4 Threats
The hotel can face a shortage of guests due to fluctuations in exchange rates. It has been observed by Khan et al. (2020) that the change in exchange rates significantly impacts tourism activities which eventually influence the business of hotels. Negative reviews from customers can damage the reputation of the hotel and reduce the number of potential customers. The competition in the region is quite high which offers the best quality service at cheaper rates. El-Said (2020) assessed that customers prefer quality in less price. Moreover, uncertain events such as pandemics or natural disasters can affect the business of the hotel. The uncertain situations can create variations in demand and the profit generation which can affect the overall business of the hotel. 
[bookmark: _Toc159408156]2.4 TOWS Analysis
After the SWOT analysis, the TOWS analysis of “The Britannia Hotel Edinburgh” has been conducted. Yamagishi et al. (2021) evaluated that the TOWS analysis helps in formulating the strategies for the business by matching the strengths with opportunities and the threats with the weaknesses. The major purpose of the TOWS analysis is to reduce the threats and remove weaknesses along with taking advantage of opportunities by exploiting the strengths (Yamagishi et al., 2021). The TOWS analysis of “The Britannia Hotel Edinburgh” has been discussed in Table 1.
[bookmark: _Toc159278451]Table 1. TOWS Analysis
	
	Strengths
1. Location
2. Affordable rates
3. Facilities and amenities
4. Online booking service
	Weaknesses
1. Lack of maintenance
2. Poor service quality
3. Lack of cleanliness
4. Inexperienced staff
5. Low online presence

	Opportunities
1. Increase the number of guests
2. Investment for maintenance
3. Training and development
4. Improve service quality

	SO, Strategies
1. The hotel management can increase the customer base who look for the service at affordable rates by improving the service quality and maintenance (S1, S2, O1, O2, O4).
2. Training and development can be provided to the employees which can enhance the service quality and more price-conscious customers will be attracted to the hotel (S2, S3, O1, O3, O4).
	WO Strategies
1. The management can invest to improve the service quality of the business (W1, W2, W3, O2, O4).
2. The staff can be trained to develop the skills to give the best service to the customers (W4, O3, O4).

	Threats
1. Change in exchange rates
2. Negative reviews
3. High competition
4. Uncertain events
	ST Strategies
1. The hotel can continue to provide quality service with facilities at affordable prices to retain the customers and change their views (S2, S3, T2, T3).
2. The hotel can offer quality service at the same prices in uncertain situations (S2, T1, T4).
	WT Strategies
1. The management of the hotel can beat the competitors by providing quality service to the customers (W1, W2, T3).


Source: (Own Illustration)
[bookmark: _Toc159408157]3. Recommendations and Change Management
“The Britannia Hotel Edinburgh” has been facing issues in retaining customers and the customers are leaving negative reviews on social and digital media platforms. The negative reviews of the guests are damaging the reputation of the hotel, and the potential customers are taking services from other hotels because the competition is quite high in the region. Despite “The Britannia Hotel Edinburgh” providing services at affordable prices, the level of quality expected by the guests is not appropriate which makes them dissatisfied, and they do not return to the hotel for another stay. According to the theory of Oliver (1980), the level of satisfaction of customers is shaped by the quality of the services experienced by them as stated by Oh et al. (2022). “The Britannia Hotel Edinburgh” is unable to provide quality service to the guests which is affecting their revenue and the hotel’s management is afraid to experience huge losses in the future. The situation and service quality of the hotel have been evaluated with the help of PESTEL analysis and SWOT analysis and the possible strategies have been proposed using TOWS analysis. The strategies can be used by the hotel’s management to enhance the level of service provided by them to fulfil the needs of the customers and make them satisfied. Muharam et al. (2021) highlighted that satisfied customers are more likely to return to the service providers and remain loyal to them which builds trust between the organisation and the customers. Additionally, Dandis et al. (2022) assessed that a higher level of customer satisfaction leads to customer retention and provides high lifetime value to the brand. The profitability of the hotel would increase, and the reputation would be improved through positive word of mouth of the customers as stated by (Fatmawati and Fauzan, 2021). 
[bookmark: _Toc159408158]3.1 Recommendations
“The Britannia Hotel Edinburgh” has been recommended to improve the quality of the service to retain the customers in the long run. The management of the hotel can plan the training and development programs for the staff to enhance their skills and abilities. Rivaldo and Nabella (2023) stated that the training programs allow the employees to improve their skills and knowledge which enhances the efficiency of the organisation. The training provided to the employees can enhance their performance levels and then they can provide quality services to the customers (Kurdi, Alshurideh, and Alnaser, 2020). Moreover, the hotel can provide tailored services to the guests to elevate their experience while staying at the hotel. Bharwani and Mathews (2021). evaluated that the guest data can be used to create personalised services for them which can make the stay at the hotel memorable for them. The hotel management can build guest profiles that can provide better insights into the choices and preferences of the customers. The hotel managers need to work on recognising the guests who have stayed at their hotel and provide them with their favourite welcome drink or snack at their revisit to the hotel. Rindell and Santos (2021) assessed that the management who remembers the customers creates a perception in their minds that they are valuable. Guests who feel recognised and valued remain loyal to the hotel and always prioritise staying at the same hotel which increases the reputation and profits. 
Additionally, “The Britannia Hotel Edinburgh” can also provide value-added services to the customers to improve the guest experience. According to Yılmaz et al. (2022), value-added pricing and promotions provide the opportunity for the hotel to set the prices based on the level of expectations of the guests. Although the pricing strategy of the hotel is affordable, the improvement of the service quality requires a cost that can increase the pricing for the guests. To retain the customers by increasing prices the hotel management can offer them discounts and loyalty cards which can help in increasing the revenue and satisfying the customers. Along with this, the hotel management can provide a systematic and technology-based feedback system to the guests in which they record their experience and recommend areas for improvement. It has been evaluated by Vo et al. (2022) that the feedback system provides an opportunity to express their opinions and create a perception in their mind that the hotel values their opinion. By following the above-mentioned recommendations, the hotel can be able to provide quality service to the customers and their satisfaction levels will be increased. The high levels of satisfaction retain the customers which eventually increases the reputation and profitability of the hotel. 
[bookmark: _Toc159408159]3.2 Change Management Process
Hanelt et al. (2021) highlighted that the change management process provides a systematic approach to implementing strategies within the organisation which is needed to bring change. Change management aims to implement the strategies for making the change effective by removing the resistance and helping the employees in the organisation to adopt it (Burnes, 2014). Karpenko, Karpenko, and Shudrik (2020) stated that the staff members are prepared for the change and a vision is created in them by setting goals and Key Performance Indicators (KPIs). The change is then implemented and sustained in the organisations and again and again analysed to make it beneficial (Rajesh and Rajendran, 2020). 
[bookmark: _Toc159408160]3.2.1 Assessment of Customer Feedback
“The Britannia Hotel Edinburgh” can implement the change management process in such a way that the feedback of the customers can be assessed properly. The reviews provided by the customers provide insights into their preferences and desires which can help in enhancing the service quality (Shokouhyar, Shokoohyar and Safari, 2020). The hotel is needed to gather data from different sources which can give insights into the problems faced by the customers while staying at the hotel. Moreover, the marketing team can use the Net Promoter Score (NPS) which provides clear information related to the customer experience. Baquero (2022) highlighted that the NPS helps to assess the loyalty of the customers related to the quality of the services and products. The NPS survey collects feedback from the customers by offering them options from 0 to 10 on which they select a number according to their experience. A score from 0-6 determines that the customers are unhappy with the quality of service. Moreover, a score of 7 or 8 represents the customers who can recommend the business if they will have a good experience. Similarly, the customers who give a score of 9 or 10 are more likely to recommend the business as they are the most loyal customers. Thus, the hotel management can implement the NPS Score survey in their system to get timely trends of the feedback to improve the service quality. 
[bookmark: _Toc159408161]3.2.2 Developing a Change Vision
After assessing the real-time feedback of the customers, the management and the departmental heads of the hotel needed to develop a change vision in the team to overcome the problem. The management can communicate the objective of the organisation to the staff and brainstorm with them to accept the change needed to be implemented within the hotel. Effective communication can be fruitful in delivering the vision within the team and explaining the rationale and benefits of the change (Whittington et al., 2014). The managers can develop teams and use various channels such as presentations and meetings to build trust and engagement with the team and the stakeholders. The team must be developed with diverse skills to get different opinions which can help in decision-making (Hahang, Bayraktar, and Jiménez, 2022). The hotel management can select the subject matter experts and use their skills and knowledge to propose strategies that can help enhance the service quality. The roles and responsibilities need to be clearly defined which can help in achieving the goals through cross-functional teams (Noordzife, 2014).  
[bookmark: _Toc159408162]3.2.3 Training and Development
“The Britannia Hotel Edinburgh” can provide training to the staff related to the improvement of the quality of the service. Stofkova and Sukalova (2020) highlighted that the training provided to the team members can elevate their competencies and improve productivity. Michalis (2023a) reported that the 20%-28% level of performance is enhanced due to the right training programs. “The Britannia Hotel Edinburgh” can provide customer service training to the employees. The customer service training can help them in improving communication, problem-solving, and ways to provide exceptional customer service. Moreover, the training related to the knowledge of the service provided to the guests can be provided to the employees. The service knowledge training provides insights into the offerings, facilities, services, and amenities of the hotel and helps them communicate with guests to provide them with the service as per their expectation level (Hu, Trivedi, and Teichert, 2022). In addition to this, technology training can also be provided to the staff members to manage customer data and feedback. The technology training allows the staff to polish their skills in using the hotel management software (Kalra, Ghazal, and Afifi, 2020). Training is the key to empowering the employees and they take responsibility for their tasks and provide appropriate and quality service to the guests (Peng, Yang, and Huan, 2022). 
[bookmark: _Toc159408163]3.2.4 Personalised Services
“The Britannia Hotel Edinburgh” can provide personalised services to the customers by tailoring the service for the guests based on their preferences and behaviours. Michalis (2023b) reported that 56% of customers are likely to take the service gained from the same brand that offers a personalised experience to them. The guests want to feel valued and understood by the hotel management staff and the personalisation of services enhances their satisfaction level (Shin and Jeong, 2022). The staff of the hotel can greet a guest by their name or even provide them with a small on special occasions. By doing so, the guests can feel valued and important and remain loyal to the hotel. Satisfied and loyal customers tend to choose the same hotel for another stay and recommend the hotel to others (Paulose and Shakeel, 2022). The assessment of the reviews and feedback of the customers can provide insights into their preferences and the hotel management can fulfil their desires to create an elevated experience (Rahimian et al., 2021). The hotel management can add value to the services provided to the guests to make their experience delightful. The hotel can give discounts to older and loyal guests and incentivise the guests who recommend the services to their family and friends (Bravo, Catalán and Pina, 2023). People take services from organisations that are recommended by their close ones. 
[bookmark: _Toc159408164]3.3 Reviewing Success Rates
The change can be reviewed by evaluating and monitoring the KPIs set by the management of the hotel. KPI helps to measure the performance of the organisation to check the success of the change (Cruz Villazón et al., 2020). The KPIs for measuring the success of the training and development provided to the employees can assessed by analysing the change in the service provided to the customers. If the customer's feedback related to the service becomes positive, then the training programs are said to leave a powerful impact on improving the skills of the employees. Moreover, the KPIs for analysing the effect of personalised and value-added services can be checked by comparing the NPS. The NPS score before and after the personalised services can help in tracking the progress of the change (Nguyen and Ho, 2023). The improved NPS score can give a clear picture that the customers have become satisfied with the services of the hotel. 
[bookmark: _Toc159408165]4. Action Plan
The problem identified in the business of “The Britannia Hotel Edinburgh” and the solution to overcome the problem to improve the performance has been presented in Table 2 below. The desired outcome from the implementation of the change along with the time scale to achieve the outcomes, the completion date, and the planned tentative budget are also included in the table. The action plan will help in the planning and implementation of the strategies and the recommended change management solutions to improve the service quality of the hotel. 
[bookmark: _Toc159278452]Table 2. Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1.
	Poor service quality
	To provide training to the employees to enhance their skills and competencies to provide the best service to the guests.
	The service will be improved, and the staff will maintain the cleanliness and hygiene in the hotel which will satisfy the guests and enhance customer retention.
	3 months
	10/06/2024
	£5000

	2. 
	Negative feedback from customers
	To provide the guests with personalised services which can make them feel valued and important. With the addition of the value-added services, the guests will be delighted with the extra services provided to them. 
	The customers will become happy by getting the services as per their desires and preferences. By doing so, the customer conversion rate will increase, and the guests will take services from the hotel again and again. 
	3 months
	10/06/2024
	£6000

	3.
	Improper feedback system
	To create a system to take the consistent feedback and reviews of the customers related to their experience while staying at the hotel. NPS score will be introduced to analyse the change in the feedback after the improvement of the services. 
	The NPS score will help in analysing the satisfaction level of the guests after the improvement of service quality. 
	2 months
	10/05/2024
	£5000


The action plan will help in improving the business of “The Britannia Hotel Edinburgh” in a short time. The hotel will build its image and positive perception in the minds of the customers after applying the suggested action plan at an appropriate time. 
[bookmark: _Toc159408166]5. Conclusion
“The Britannia Hotel Edinburgh” failed to satisfy the customers and retain them which has increased the customer turnover rate over time. The customers are dissatisfied with the level of service quality provided by the hotel management. The brand reputation had been badly damaged, and the hotel is bearing losses. M.K. Consultants have thoroughly assessed the survey results, and reports of the different authors and investigated the micro and macro environment of the hotel by using PESTEL analysis and SWOT analysis. Furthermore, the TOWS analysis has been presented which has provided the opportunity to propose strategies that can help the hotel management to improve their service quality. It has also been observed that the guests provide negative comments and reviews related to the service of the hotel after staying there. They do not want to stay again in the hotel despite the affordable rates offered to the customers. The rating of the hotel is very poor because the service of the hotel is very not satisfied. The customers have complained about the lack of cleanliness and maintenance in the hotel rooms and the free Wi-Fi is not available in all areas of the hotel and the hotel charge to provide Wi-Fi in the hotel rooms. In addition to this, the staff is untrained and does not respond to the complaints of the guests which has damaged the reputation of the hotel badly.
M.K. Consultants have analysed the situation and provided recommendations to “The Britannia Hotel Edinburgh” to bring change in their strategies for the betterment of the business of the hotel. The hotel management has been advised to provide training and development opportunities to the employees to improve their skills and capabilities. The training sessions can help them in improving the service quality and the customers will be satisfied with the service provided to them. Furthermore, the hotel management has been recommended to provide personalised and customised services to the customers to make their experience memorable. The hotel management can plan the value-added services they can provide to the guests to make their stay at the hotel. In addition, the hotel management can integrate the NPS score system to get real-time feedback from the guests related to service quality and analyse the trends of positive and negative reviews. It is necessary to assess the NPS scores before and after the training and development provided to the employees to check the improvement in the services provided to the customers. By doing so, the hotel can enhance the service quality, satisfy the customers, and retain them. 
M.K Consultants are highly thankful to “The Britannia Hotel Edinburgh” for contacting them and taking their services to improve their services. The consultancy team has put their efforts into analysing the situation and providing solutions to the hotel management which can enhance their service quality and make the customers satisfied in the future. The M.K. Consultants are looking forward to providing their services to “The Britannia Hotel Edinburgh” in the future. 
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