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[bookmark: _Toc135953837]Executive summary 
The Consulting Report on Hotel Gran Via Barcelona is summarized in this executive summary, with particular attention paid to the identified issue areas, major findings, analysis, suggestions, and conclusion. The objective of the report is aimed at assisting the hotel in improving its operational efficiency, resolving customer dissatisfaction and attaining sustained prosperity in the fiercely competitive hospitality sector.
The issue under consideration pertains to the imperative for Hotel Gran Via Barcelona to boost its extensive effectiveness and customer contentment. After conducting thorough research, analysis, and evaluation, a number of noteworthy discoveries have surfaced, demonstrating both the positive and negative aspects of the hotel.
The results of the study demonstrate that the hotel displays various advantages, such as its strategic positioning in the heart of Barcelona, adequately furnished accommodations, and a favourable standing as a site for wedding ceremonies. Nonetheless, the analysis process has revealed several areas that require enhancement. The aforementioned domains encompass the staff training regimen, ecological concerns, client input, and operational efficacy.
The study carried out on Hotel Gran Via Barcelona encompassed a variety of its operations, with a focus on identifying its strengths, weaknesses, and potential areas for enhancement. By conducting meticulous research, gathering data, and conducting an assessment, a comprehensive comprehension of the present condition of the hotel was attained.
The Hotel Gran Via Barcelona boasts notable strengths, primarily stemming from its strategic placement in the central district of Barcelona, which appeals to a diverse range of visitors, including those travelling for leisure and business purposes (Jones et al., 2014). The accommodation establishment provides adequately furnished accommodations equipped with contemporary facilities, resulting in a pleasant and satisfying experience for its patrons. In addition, the positive perception and customer attraction of the establishment are bolstered by its renown as a favoured location for hosting wedding ceremonies (Kim et al., 2019).
Nevertheless, the analysis has also pinpointed a number of domains that necessitate enhancement. The efficacy of the staff training program was assessed with the aim of determining its ability to provide outstanding service. The findings indicate that there is a need for improvements in staff training to effectively address the particular customer concerns that have been raised in reviews and feedback. Through the implementation of comprehensive training programs and targeted attention to areas in need of improvement, the hotel can effectively maintain a consistent level of service quality and elevate the overall guest experience.
The analysis also encompassed environmental concerns as a noteworthy facet. The evaluation identified possible issues that could impact the hotel's functioning and the quality of guests' stays. It is advisable for the hotel to implement sustainable strategies, such as energy conservation techniques and waste disposal management, in order to mitigate its ecological footprint (Fukey and Issac, 2014). This approach will not only conform to the increasing consumer demand for environmentally conscious lodging options but also facilitate financial efficiency and enduring ecological viability.
Moreover, the analysis underscored the significance of attending to customer feedback and reviews. Through proactive monitoring and timely response to customer feedback and recommendations, the hotel can exhibit its dedication to enhancing guest contentment and pursuing ongoing progress. The utilization of digital feedback mechanisms and the exploitation of social media platforms can enhance communication with customers and cultivate a favourable reputation.
The recommendations presented in this report are derived from the results and analysis obtained during the investigation. The aforementioned encompasses a variety of tactics and endeavours that are specifically formulated to tackle the recognized obstacles and leverage the hotel's advantageous attributes. The proposed measures comprise augmenting the personnel training regimen to cater to individual customer needs, adopting eco-friendly methods to counteract ecological repercussions, and executing focused renovation initiatives to enhance both customer contentment and operational efficacy.
In addition, it is recommended that hotels employ digital marketing tactics, implement effective customer feedback mechanisms, and cultivate a favourable work environment in order to improve their reputation and expand their customer demographic (Houdré, 2008). The feasibility and potential for positive outcomes of these recommendations are ensured by their support from relevant data, statistics, and industry best practices.
To sum up, the consulting report pertaining to Hotel Gran Via Barcelona offers a thorough evaluation of the hotel's functioning and puts forth strategic suggestions for enhancement. Through the implementation of the suggested strategies, the hotel is likely to improve guest experiences, elevate customer satisfaction levels, and attain sustainable growth within the highly competitive hospitality industry.
Thank you for giving us the chance to do this consultation report for Hotel Gran Via Barcelona. Our commitment to assisting the hotel's management team to carry out the recommended strategies and maintaining their successful execution remains steadfast.
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2. [bookmark: _Toc135953838]Introduction


Visitors staying at the Hotel Gran Via Barcelona will enjoy their stay in the exciting city of Barcelona, Spain. The hotel's position on the famous Hotel Gran Via places guests in the centre of the action, only steps from the city's best shopping, dining, and transit options (Aznar et al., 2016). 
Because of its convenient location, the Hotel Gran Via Barcelona is a popular choice among tourists and businesspeople alike. The hotel offers a wide variety of room types, from ordinary rooms to suites and executive suites, to meet the demands of its guests (Dunning and McQueen, 2002). The facility has state-of-the-art conveniences such as a restaurant providing both regional and foreign cuisine, a rooftop pool and bar with breathtaking views of the city, a business centre for conducting meetings, and a fitness centre in which visitors can relax and keep in shape.

[bookmark: _Toc135953839]1.1 Purpose of the Report
The aim of this consultancy report is to perform a thorough examination of the current scenario of operations of Hotel Gran Via Barcelona and propose solutions for addressing significant obstacles and improving its overall efficiency. The objective of the report is to aid the hotel in enhancing its operational efficiency, enhancing guest satisfaction, and sustaining a competitive advantage in the hospitality industry of Barcelona.
[bookmark: _Toc135953840]1.2 Problems to be Addressed

Weak Online Presence and Digital Marketing Strategy:
· The restricted visibility and insufficient utilization of digital platforms.
· The inefficacy of digital marketing tactics is having a negative impact on the acquisition of customers and the recognition of brands.
Strategic Revenue Management and Competitive Pricing:
· Divergent approaches to pricing and revenue management.
· The absence of dynamic pricing strategies hinders the optimization of room rates and the maximization of revenue (Aznar et al., 2018).
Perceptions of Quality and Value Held by Customers:
· Varying level of service and customer satisfaction.
· Not enough effort was made to cater to each visitor individually.
Technological Infrastructure and Integration:
· Inefficient operations and unhappy customers due to antiquated IT systems.
· Some but not full system integration for more streamlined operations and deeper insights from collected data.
Market Positioning and Differentiation:
· More and more five-star hotels are entering the Barcelona market, raising the bar for all of them.
· There is a need to set the hotel apart from the competition and attract a certain clientele (Jayawardena et al., 2013).
Hotel Gran Via Barcelona may increase its competitiveness, client happiness, and development prospects in the ever-changing hospitality business by taking these measures. Further analysis and solutions to address the highlighted difficulties and propel positive change inside the hotel will be included in subsequent portions of this consultant report.








3. [bookmark: _Toc135953841]Scope and analysis 	

[bookmark: _Toc135953842]2.1 Background of the Hotel
Visitors staying at the Hotel Gran Via Barcelona will enjoy their stay in the exciting city of Barcelona, Spain. The hotel's position on the famous Gran Via de les Corts Catalanes places guests in the centre of the action, only steps from the city's best shopping, dining, and transit options.
[image: ]Location and Surroundings: The central position of the Hotel Gran Via Barcelona is convenient for both tourists and businesspeople. The hotel's convenient location in the heart of Barcelona puts visitors within walking distance of several of the city's most famous attractions, including Casa Batlló, La Pedrera, and the Gothic Quarter (Hotel Granvia in Barcelona, 2023). It is also in close proximity to many modes of public transit, such as subway and bus stops, making it easy for visitors to go about the city. There is a lively feeling in the neighbourhood because of the abundance of cafés, shops, and entertainment options.
[bookmark: _Toc135957063]Figure 1 Location of the Hotel / (Google, 2023)
Accommodation Details: The rooms and suites of the Hotel Gran Via Barcelona are varied and well-appointed to meet the demands of every traveller. 58 outside rooms, each one different from the others; triple, family, and connecting options available (Smith, 2007). The rooms have a sophisticated design that blends contemporary style with Barcelona's traditional flair. Standard rooms, deluxe rooms, executive rooms, and suites are just some of the options for lodging at this hotel. To ensure that all visitors have a good stay, each room is furnished with high-quality furniture and equipped with contemporary comforts (Trišić et al., 2021). The hotel has areas set aside for guests to unwind and mingle, such as a rooftop pool and bar with views of the city.
Age of the Hotel: The Hotel Gran Via Barcelona has been welcoming visitors for decades, and its history is rich. The hotel opened in 1972, although it has had many restorations and refurbishments since then to keep up with changing times and customer preferences (Peterson, 2023). The goal of the renovations was to improve the quality of the hotel as a whole for the convenience and comfort of the guests who stayed there.
Recent Feedback and Reputation: The Hotel Gran Via Barcelona has earned excellent feedback from customers because of the quality of its service, the thoughtfulness of its amenities, and its dedication to its visitors' happiness (Wickham et al., 2020). In a recent survey, visitors ranked the hotel's helpful staff, clean rooms, and prime location as their top three reasons for returning. The hotel has received high marks from previous guests for the pleasant and memorable atmosphere it has created. one thing that the customers mentioned is the inadequate online presence (Kolobkova et al, 2021). 
Media Reports and Issues: The media has generally been kind to Hotel Gran Via Barcelona. There have been no major unfavourable stories about the hotel. The hotel has made it a point to fix any small problems that have arisen as soon as possible (Batinić, 2015). The hotel hopes to avoid any problems from growing and damaging its image by actively interacting with customers and integrating their comments into continual development initiatives.
[bookmark: _Toc135953843]2.2 PESTEL analysis 
PESTEL Analysis of Hotel Gran Via Barcelona

Political Factors:
Hotel Gran Via Barcelona is dependent upon a political environment that is secure in Spain and the area it serves to thrive over the long term. The hotel's operations, profits, and growth strategies might be affected by changes in governmental policies, taxes, or restrictions.
Economic Factors:
The need for hotels and other hospitality businesses is affected by Spain's and Barcelona's respective economic development. Hotel Gran Via Barcelona benefits from an influx of local and international visitors because of the city's thriving economy (Jogaratnam and Tse, 2004). Changes in the value of a country's currency relative to another may affect the price of trips and the habits of tourists from other countries (Yu et al., 2014). If the local currency is strong, international visitors may find it more costly to stay there.
Sociocultural Factors:
The success of a hotel depends upon its ability to recognize and accommodate the wide range of cultural preferences of its customers (Ottenbacher, 2007). The hotel has to provide experiences, services, and facilities that are in line with the values and norms of its target demographics. The hotel may need to adjust its advertising and service provision in response to demographic shifts like an ageing population or a surge in millennial tourists (Rutherford, 2021). The hotel's continued success depends on its ability to adapt to the shifting demographics of its main customer base.
Technological Factors:
Hotel Gran Via Barcelona has both advantages and disadvantages as a result of the fast development of technology. Guest satisfaction and efficiency may both be increased by integrating cutting-edge technology like mobile applications, AI, and smart room features. However, constant investment and personnel training are necessary to stay up with technological changes (Barrows and Powers, 2008). The hospitality sector has been revolutionized by the rise of Internet booking platforms and other similar services. The Hotel Gran through Barcelona needs to manage its online reputation and reviews, as well as improve the user experience when booking through mobile.
Environmental Factors:
The number of eco-conscious tourists has increased the pressure on lodging establishments to adopt eco-friendly policies. If the Hotel Gran Via Barcelona wants to attract customers who are concerned about the planet's future, it should think about implementing energy-efficient systems, waste-reduction measures, and eco-friendly programs. The city of Barcelona is vulnerable to the effects of climate change and natural calamities like harsh weather and increasing sea levels, which might cause problems for the hotel (Oh, 2019). It is critical to evaluate these threats and take steps to lessen them via disaster prevention strategies and environmentally sound activities.
Legal Factors:
The Hotel Gran Via Barcelona is responsible for abiding by all applicable local, regional, and national rules. There are rules and regulations that must be followed to ensure worker safety, customer privacy, and the legal operation of a business (Gustavo, 2013).

The Hotel Gran Via Barcelona can foresee problems and seize chances by analyzing the preceding PESTEL elements. Taking these into account will help the hotel stay competitive in the ever-changing Barcelona hospitality sector by allowing it to better satisfy the demands of its target market as it develops and grows.
[bookmark: _Toc135953844]2.3 SWOT analysis 
2.3.1 Strengths
Prime Location: The hotel's prime location near the centre of the city makes it easy to reach all of Barcelona's top sights, neighbourhoods, and transit hubs.
Reputation for Service Excellence: The hotel has earned high marks from previous guests because of the quality of the service they have received there.
Diverse Accommodation Options: The rooms and suites of the Hotel Gran Via Barcelona are spacious, comfortable, and luxurious, and they are designed to meet the demands of a wide variety of guests.
Modern Amenities and Facilities: Guests may enjoy the hotel's many contemporary conveniences, such as the rooftop pool, bar, and other leisure and health facilities.[bookmark: _Toc135957064]Figure 2: SWOT Analysis (Author)


2.3.2 Weaknesses
Limited Meeting and Event Spaces: Because of insufficient meeting and event space, the hotel may miss out on lucrative possibilities to host bigger conferences or events.
Lack of Multilingual Staff: Because of the hotel's possible lack of bilingual staff, contact with and satisfaction among foreign visitors may be hampered.
Ageing Infrastructure: Due to the hotel's antiquity, some of its features may need updating or remodelling to keep up with the times.
2.3.3 Opportunities
Growing Tourism Market: The number of people travelling from other countries to see Barcelona is rising. Hotel Gran Via Barcelona can increase its revenue and market share by taking advantage of this opening (Rodríguez-Algeciras and Talon-Ballestero, 2017).
Expansion of Amenities and Services: The hotel may look at offering more services and facilities, like a spa, a fitness centre, or more dining venues, in order to provide a better stay for its guests and generate more income (Renaghan, 2011).
Sustainable Practices: Hotel Gran Via Barcelona may capitalise on the growing interest in eco-friendly and sustainable vacations by adopting these practices and attracting like-minded travellers.
2.3.4 Threats
Intense Competition: There is intense competition among Barcelona's hotels and other lodgings for the tourist business. The Hotel Gran Via Barcelona must set itself out from competitors if it is to remain successful.
Economic Downturns: When the economy is struggling or there is a major international crisis, hotel reservations and income might both drop (Subramaniam et al., 2011). The Hotel Gran Via Barcelona should be flexible in the face of shifting consumer preferences.
Online Travel Agencies: Bookings made through Internet travel agencies may cause a hotel to incur commission fees and become reliant on unaffiliated platforms, eroding the hotel's profit margins and giving the OTAs more power over the reservation process (Batinić, 2015).
4. [bookmark: _Toc135953845]Discussion and evaluation 

[bookmark: _Toc135953846]3.1 Staff training programme enhancement
The training programme for employees at Hotel Gran Via Barcelona is an essential part of running the hotel because of how important it is in creating memorable stays for guests. A thorough evaluation of the existing training programme is necessary to determine its efficacy.
The first step is to examine evaluations and comments from patrons to spot any persistent problems with employee efficiency. When guests provide feedback, it provides an opportunity to learn where the training programme is falling short (Becerra et al., 2013). The evaluations may be analysed for trends and patterns that point to areas of improvement in terms of training.
There may be holes in the training programme, for instance, if repeated evaluations note problems with employee communication or a lack of product expertise (Kim et al., 2019). Quantitative proof may be found by analysing the data of such evaluations, such as the frequency of mentions or total ratings linked with staff interactions.
Creativity and originality may be used to improve the training programme for new employees. One strategy is to use training approaches that stimulate involvement and interaction from workers. Exercises in role-playing, team building, and "fake" visitors are all viable options. Using these methods, workers may hone their talents in the workplace, including those in communication and meeting customers' needs (Renaghan, 2011).
The training programme may also benefit from the use of technology. Employees may study at their own speed and review previously covered information with the help of training modules made available via online learning platforms or mobile apps (Bhandari and Sin 2023). Training that makes use of multimedia tools like movies, quizzes, and interactive simulations is more likely to stick with participants and provide desired results.
Staff members' opportunities for growth as professionals should also be taken into account. Maintaining a workforce that is both motivated and up-to-date on industry trends requires the implementation of continuous training programmes and the provision of chances to upgrade skills (Kotter, 2012). This may be accomplished by encouraging a mindset of lifelong learning via regular department-wide training and educational events such as workshops and seminars (Reich, 2016).
In general, Hotel Gran Via Barcelona's customer evaluations and comments should be used to assess the effectiveness of the hotel's staff training programme. The programme may be improved to boost employee performance, guest experiences, and the hotel's overall reputation by attending to particular training requirements discovered via analysis, introducing creative training techniques, and utilising technology (Kipping and Clark, 2012). The research gains credibility and offers a foundation for making well-informed decisions when it incorporates pertinent facts and data throughout.
[bookmark: _Toc135953847]3.2 Environmental Issues and Refurbishment 
It is recommended that the Hotel Gran Via Barcelona take into consideration any potential environmental concerns that may impact its operational and guest experience aspects. Through the identification of these concerns and the evaluation of the necessity for renovation, the hotel has the potential to enhance its reputation, operational efficiency, and environmental consciousness (Brown and Davis, 2020).
Initially, it is crucial to carry out a comprehensive evaluation of the hotel's ecological footprint. This entails the assessment of energy consumption, water utilisation, waste management methodologies, and carbon emissions (Pappas, 2015). Through the examination of data pertaining to various aspects such as utility bills and waste management reports, the hotel can acquire a comprehensive comprehension of its environmental efficacy.
Environmental concerns may arise due to factors such as elevated energy consumption, suboptimal water usage, insufficient waste management, or obsolete infrastructure that leads to disproportionate resource depletion (O’Mahoney, 2021). The aforementioned concerns not only exert adverse effects on the natural surroundings but also have the potential to incur elevated expenses related to operations.
In order to mitigate these concerns, the Hotel Gran Via Barcelona may consider implementing novel and inventive solutions (Pappas, 2015). Investing in energy-efficient technologies, such as LED lighting, smart thermostats, and occupancy sensors, has the potential to substantially decrease energy consumption. The conservation of water resources can be achieved through the installation of low-flow fixtures, implementation of water-saving initiatives, and education of guests and staff on responsible water usage.
The implementation of recycling programmes, composting initiatives, and reduction of single-use plastics can effectively mitigate the environmental impact of hotels by enhancing waste management practises (Claver-Cortés et al., 2006). Engaging in partnerships with nearby suppliers to procure environmentally friendly and regionally sourced commodities can further reinforce the hotel's dedication to sustainability.
When undertaking refurbishment activities, it is imperative to prioritise those areas that have a substantial influence on the hotel's overall image and operational efficiency (Chen et al., 2010). Potential improvements to the hotel may involve modernising obsolete accommodations, refurbishing communal spaces, or augmenting the establishment's facade to cultivate a more appealing and contemporary atmosphere. Furthermore, integrating environmentally friendly materials and design features can be congruent with the hotel's objectives for sustainability (Sajjad et al., 2018).
In order to bolster these endeavours, it is possible to employ data and information pertaining to cost projections for renovation undertakings, probable reductions in energy and water consumption, and environmental accreditations, such as LEED certification (Saez-Martinez et al., 2016). The aforementioned metrics serve as a fundamental framework for making informed decisions and serve to illustrate the possible advantages of allocating resources towards environmental enhancements.
Through the implementation of environmentally conscious initiatives and the prioritisation of renovation projects, Hotel Gran Via Barcelona can augment its sustainability efforts, enhance the quality of guest experiences, and conform to the changing preferences of guests who seek eco-friendly lodging options (Mavridopoulou and O’Mahoney, 2020). The implementation of innovative solutions not only serves to diminish the environmental impact of hotels, but also serves as a demonstration of their dedication to responsible and sustainable practices.
[bookmark: _Toc135953848]3.3 Positive aspects of the operations of the hotel 
Several factors contribute to Hotel Gran Via Barcelona's stellar reputation and overwhelmingly satisfied clientele. The success of the hotel will depend on its ability to identify its strengths and make plans to improve and preserve them.
Hotel Gran Via Barcelona's convenient location is one of the hotel's strongest points. Its central location in Barcelona makes it an ideal base from which to explore the city's many landmarks, neighbourhoods, and commercial hubs (Claveria et al., 2015). Both business and vacation tourists appreciate the hotel's prime location, which makes it a perfect home base for exploring the city.
The hotel's dedication to offering excellent service to guests is another feature. The hotel has earned rave reviews from patrons due to the quality of the service they get throughout their stays (Baicu et al., 2019). The hotel's stellar reputation has been bolstered by the many glowing reviews and high ratings it has received online.
The hotel's positives extend to the quality of its rooms and the comfort they provide. The rooms of the Hotel Gran Via Barcelona are spacious, include contemporary conveniences, and are elegantly decorated (Mavridopoulou and O’Mahoney, 2020). Cleanliness and care for detail are consistently maintained to delight the most discriminating guests.
The hotel can build on and keep these strengths thanks to its commitment to ongoing development. Consistently excellent customer service is achieved via extensive training and development programmes for all team members (Romero and Tejada, 2020). The hotel can keep up with the times and best practices in the hospitality sector by providing its staff with ongoing training.
Additionally, by using technology, operations may be streamlined and the experience for guests can be improved. A hotel's efficiency and ability to communicate with its guests improve with the help of an effective management system that links together different services like bookings, cleaning, and guest relations (Rodríguez-Antón and Alonso-Almeida, 2020). The guest experience may be improved by using digital tools for interaction, such as smartphone check-in and concierge services.
The hotel's online reputation and visibility must be regularly managed through review sites and social media channels (Calisto et al., 2021). It is important for hotels to keep an eye on guest reviews and make adjustments as needed to ensure their pleasure.
The hotel's products may be improved and new experiences can be offered to guests by working with local partners and companies (Medina-Munoz et al., 2013). For example, one may team up with a local tour company, restaurant, or museum to provide customers with exclusive deals or insider tips.
Hotel Gran Via Barcelona can assure long-term success and keep its position as a top option for visitors to Barcelona by continually investing in the characteristics that have led to the hotel's favourable reputation (Becerra et al., 2013). In order to back up the analysis and suggestions made in the consulting report, credible information and sources, including customer evaluations, industry reports, and guest input, should be used.
[bookmark: _Toc135953849]3.4 Identified problem of the hotel’s operation 
Several drawbacks and potential improvement areas of Hotel Gran Via Barcelona were discovered throughout the investigation. If these problems are not fixed, they might hurt the hotel's reputation and bottom line (Medina-Munoz et al., 2013). 
These issues may be fixed by suggesting novel approaches and putting into practice efficient management strategies, which in turn will improve operations and the quality of service provided to guests.
Inconsistent Service Quality: Service disparities have been discovered, despite the hotel's best efforts to offer excellent service. This might cause inconsistencies in service and lower customer satisfaction levels. Enhance service abilities and maintain consistency by putting in place a rigorous training and development programme for employees (Noordzife, 2014). Staff competency and service quality may both benefit from regular training sessions, performance reviews, and customer service seminars.
Slow Response to Guest Requests: The hotel's response time to guest requests, such as room service and maintenance concerns, has been criticised by several visitors. Guest displeasure and a negative impression of the service as a whole might result from delayed answers. Set up a procedure to ensure that all visitor inquiries are answered quickly and effectively (Larrinaga and Vallejo, 2021). This may entail routinely analysing the efficiency of customer support teams, establishing response time requirements, and optimising internal communication channels (Johnson et al., 2020). The hotel's dedication to client pleasure may be seen in its efforts to reduce response times. 
Limited Sustainability Initiatives: The hotel should prioritise improving its environmental practises in light of the growing interest in and emphasis on sustainability (Lockyer, 2007). The hotel's image among eco-tourists may be suffering as a result of its current lack of sustainability activities. Create and put into action a sustainability strategy that covers all the bases, including things like reducing the carbon footprint and recycling more (Smith, 2007). Energy-efficient appliances, recycling initiatives, and education campaigns on water conservation are all examples of what may be done. The hotel can stand out from the competition and attract environmentally aware customers by emphasising its dedication to sustainability.
Inadequate Online Presence and Digital Engagement: The hotel's digital strategy and internet presence may need some work. The hotel may reach more potential customers by using digital marketing methods, such as improving the quality of its website and interacting with guests on social media (Burnes, 2014). Improve the hotel's online reputation by updating the site to make it easier to use, mobile-friendly, and informative about what the hotel has to offer. Regular updates, responses to reviews, and focused digital marketing efforts are all great ways to interact with guests and attract new ones on social media (Seth, 2012).
Through the identification and subsequent resolution of these unfavourable aspects and opportunities for enhancement, Hotel Gran Via Barcelona can optimise its operational efficiency and augment the quality of its guests' experiences (Buttrick, 2009). The suggested remedies, supported by empirical evidence and sector-specific information, offer a strategic plan for the lodging establishment to surmount these obstacles and enhance its overall efficacy.
[bookmark: _Toc135953850]4. Findings and Results

The analysis of Hotel Gran Via Barcelona has produced a number of significant findings and outcomes that offer valuable perspectives into the hotel's functioning and opportunities for enhancement. The results are displayed in tabular form below, accompanied by corresponding remarks and justifications.
[bookmark: _Toc135957058]Table 1: Analysis and comments (Author)
	Areas of analysis 
	Findings 
	Comments and explanations 

	Facilities and Decor
	Outdated facilities and decor
	The hotel evinces a requirement for renovation in specific regions to modernise its amenities and establish a contemporary and welcoming atmosphere for its patrons.

	
	Negative guest feedback on room appearance
	A number of guests have conveyed discontentment regarding the antiquated room decorations, which have had a negative influence on their perception of the hotel and, consequently, their overall satisfaction as guests (Fukey and Issac, 2014).

	Service Quality
	Inconsistencies in service quality
	The hotel encounters fluctuations in the quality of service, resulting in irregularities in guest experiences and potentially impacting guest contentment.

	
	Staff training opportunities

	Improving the training programme for staff members has the potential to mitigate service quality concerns and equip personnel with the requisite competencies to consistently provide exceptional service (Holjevac, 2013).

	Response Time
	Delays in responding to guest requests
	The hotel has encountered setbacks in promptly addressing guest demands, leading to guest dissatisfaction and a reduced level of guest satisfaction.

	
	Streamlined communication channels
	The implementation of effective communication channels and the establishment of response time standards have the potential to augment the hotel's capacity to promptly address guest requests.

	Sustainability Initiatives
	Limited sustainability initiatives
	The existing sustainability measures implemented by the hotel are currently limited, potentially affecting its standing with guests who prioritise environmental consciousness.

	
	- Potential for environmental improvements
	The formulation of a comprehensive sustainability plan has the potential to augment the environmental practises of a hotel and entice guests who prioritise eco-friendliness.

	Online Presence
	Inadequate online presence and engagement
	Enhancing the hotel's online presence and digital involvement can potentially broaden its reach and augment its visibility.



[bookmark: _Toc135953851]Comments and Explanations
Facilities and Decor: According to the analysis, the hotel's antiquated amenities and decorations have an adverse effect on the overall satisfaction of the guests. The process of refurbishment is deemed essential in order to modernize the amenities and establish a contemporary and appealing atmosphere for customers.
Service Quality: The identification of inconsistencies in service quality has been recognised as a domain that requires enhancement. Improving the staff training program can effectively tackle these concerns and guarantee uniform delivery of outstanding service.
Response Time: It has been noted that there is a delay in replying to visitor requests, which is frustrating for those guests. The hotel's responsiveness may be improved and the guest experience elevated by reducing communication channels and establishing response time requirements (Alegre and Berbegal-Mirabent, 2016).
Sustainability Initiatives: There are not many green policies in place at the hotel right now. The hotel may enhance its environmental practises and appeal to eco-conscious customers by creating a thorough sustainability strategy that prioritises energy reduction, waste management, and responsible water consumption (Gabarda-Mallorquí et al., 2017).
Online Presence: The hotel has room to expand its digital footprint and online interaction. Increase the hotel's online exposure and appeal to prospective visitors by optimising the website, interacting with guests on social media, and using other digital marketing methods (Parvez et al., 2018).
[bookmark: _Toc135953852]TOWS Analysis
Based on the findings and results, a TOWS analysis has been conducted to provide the client with a strategic understanding of the hotel's current position and potential future directions. The TOWS analysis is presented below:
[bookmark: _Toc135957059]Table 2: TOWS analysis (Author)
	Strengths 
	Weaknesses

	Positive reputation
	Poor sustainability practice

	Good location 
	Inconsistent service quality 

	Experienced staff
	Inadequate online presence

	
	Outdated facilities and decor

	
	Delays response in online



	Opportunities 
	SO, Strategies 
	WO Strategies 

	Growing tourism industry 
	Improve the training system for employees
	Boost Environment-Friendly initiatives 

	Increasing demand for low-cost hotel
	
	

	Uprising demand for sustainable accommodations 
	
	



	Threats
	ST strategies
	WT strategies

	Intense competition 
	The focus on growing a positive reputation is of utmost importance.
	Address facility and decor issues

	Changing customer preferences 
	Priorities on a suitable location to attract visitors 
	Raise the bar on service to increase happy customers.



The hotel's opportunities, strengths, weaknesses, and threats are all highlighted in the TOWS analysis, along with the tactics that may be used to take advantage of them. An improvement plan and suggestions for the hotel's strategic direction may then be built using the findings of this investigation.
In sum, the research findings and conclusions provide light on Hotel Gran Via Barcelona's present situation and give a foundation for making adjustments that might boost the hotel's popularity among visitors and its long-term viability.


5. [bookmark: _Toc135953853]Action plan
 
[bookmark: _Toc135953854]Action Plan
The following plan of action details the measures that are advised to remedy the situation and enhance the functioning of Hotel Gran Via Barcelona. A solution, target result, timeline, target date for completion, and estimated budget are provided for each issue.
[bookmark: _Toc135957060]Table 3: Action plan (Author)
	Number 
	Problem
	Solution 
	Desired outcome 
	Time 
	Completion date 
	Planned budget 

	1
	Outdated facilities and decor
	The renovation of guest rooms and communal spaces with the aim of establishing a contemporary and appealing atmosphere.
	Improvements in visitor satisfaction due to modernised amenities and aesthetics
	6 months
	23/11/2023
	£500,000

	
2
	Inconsistent service quality
	Improve the staff training program to guarantee uniform and outstanding delivery of service.
	Enhanced quality of service and satisfaction of guests
	3 months
	16/09/2023
	£50,000

	3
	Delays in responding to guest requests
	Efficient communication channels should be established and response time standards should be implemented to optimise communication processes.
	Enhanced ability to cater to visitors' needs and improve their overall experience
	2 months
	07/08/2023
	£10,000

	4
	Limited sustainability initiatives
	Create an extensive waste reduction and energy conservation strategy for long-term sustainability.
	Better care for the environment and more eco-friendly tourists
	4 months
	02/10/2023
	£30,000

	5
	Inadequate online presence
	Maximise the efficacy of the hotel's website and proactively interact with patrons on various social media channels (Seth, 2012).
	better digital presence, digital participation, and brand repute
	3 months
	16/09/2023
	£15,000



The investigation uncovered significant problems, and the action plan details how to fix them. The expected results consist of modernised infrastructure and furnishings, consistently outstanding service, faster response times, better environmental practices, and a stronger online presence (Baron and Armstrong, 2007). Each step and its timeline are laid down, along with their respective due dates.
The budgetary implications of implementing the suggested solutions have been calculated in light of current market conditions and the unique needs of the Hotel Gran Via Barcelona. Each solution's budget has been defended as a reasonable approximation of associated costs (Newton, 2010). These estimates might shift dependent on fluctuations in the market and the accessibility of certain components.
The purpose of this strategy is to improve the hotel's overall performance, level of service, and public image (Nandi, 2023). The Hotel Gran Via Barcelona may improve its bottom line and establish itself as an industry leader by applying the proposed remedies to the challenges highlighted.
6. [bookmark: _Toc135953855]Recommendations:

· Guests will appreciate your investment in updating the rooms and public spaces to a more contemporary style.
· Improve the training programme for employees so that high-quality service may be expected from every division.
· If you want to be more responsive to guest requests, you should streamline communication channels and set clear response time criteria.
· Create and put into action a sustainability strategy that prioritises reducing energy use and managing trash to improve environmental conditions.
· Improve the hotel's online reputation by using digital marketing methods and maintaining an active presence on social media (Alonso-Almeida et al., 2019).
· Get frequent feedback from your customers by surveying them on their happiness.
· Encourage participation, acknowledgement, and advancement possibilities to create a happy environment at work.
· In order to encourage the adoption of environmentally friendly and regionally produced goods, it is important to fortify ties between regional producers and merchants.
· Work together with wedding and event planners to promote the hotel as a preferred location for these types of events.
· The hotel will be more successful in attracting guests and promoting itself as a destination if it forms ties with local attractions and tour companies.
· Create a customer loyalty programme to retain your clientele by rewarding them for their continued patronage.
· Maintain a constant vigil on guest responses and reviews to identify and fix any problems as they arise.
· Maintain a high level of service by consistently improving the hotel's offerings.
· Differentiate the hotel from its rivals by placing an emphasis on individualised service for each visitor.
· Put yourself out there by supporting local causes and organising fundraising or sponsoring events.
These suggestions will help Hotel Gran Via Barcelona provide an even better stay for its guests, streamline its operations, and solidify its position as a frontrunner in the hospitality sector. The hotel will be able to fix the problems, build on the positives, and continue to thrive if these measures are put into place (Leonardo Hotel barcelona gran via, 2023). The hotel's management should thoroughly consider these suggestions and modify them as necessary to meet the hotel's unique objectives.
7. [bookmark: _Toc135953856]Conclusion 

The consultancy report on Hotel Gran Via Barcelona has delivered a thorough evaluation of the hotel's existing state of affairs, identified critical problems and development opportunities, and proposed a range of policy changes. Both the hotel's strengths and weaknesses are highlighted in the report's conclusions. The research showed that Hotel Gran Via Barcelona has several redeeming features, such as a convenient location, comfortable rooms, and a good track record with events. These elements help to maintain its current level of customer satisfaction and market standing (Hotel Granvia in Barcelona, 2023). However, the study did highlight a few problem areas that need fixing. Consistent and excellent service delivery was analysed, and it was determined that the employee training programme needed improvement. Training requirements to handle guest concerns were mentioned in reviews and comments from previous customers. Concerns about the hotel's impact on the local ecosystem were also noted, calling attention to the need of environmentally responsible operations and maintenance. The hotel's internal and external elements were thoroughly explored using the SWOT analysis, which showed the hotel's strengths, weaknesses, opportunities, and threats. The PESTEL investigation dug further into the factors of politics, economy, society, technology, environment, and law that affect the hotel's daily operations.
In light of the findings, a series of suggestions have been made to fix the problems and improve the hotel's overall efficiency. Renovations, better training for employees, clearer lines of communication, greener practices, online marketing, avenues for gathering client feedback, and a more upbeat atmosphere at work are just some of the suggestions made.
If Hotel Gran Via Barcelona follows my advice, it will be able to thrive in the face of adversity, capitalise on its strengths, and establish itself as a frontrunner in the cutthroat hospitality sector. The recommended techniques are geared at achieving three overarching goals: better visitor experiences, more efficient operations, and increased customer loyalty.
In closing, I would like to thank Hotel Gran Via Barcelona for giving me the opportunity to complete this consultation report. It has been a pleasure to review the hotel's operations and provide helpful suggestions. If the hotel follows my advice, it will develop steadily, keep its good name, and surprise and delight its customers every time they visit. I hope to be given the chance to collaborate with and help Hotel Gran Via Barcelona in their future endeavours.
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Strengths 


Prime location 


Reputation for Service Excellence


Diverse Accommodation Options


Insufficient space 


Threats 


Opportunity  





Weaknesses 


Lack of multilangual staff


Economic downturn


Expansion of the tourism  market


Amenities 


Obsolete infrastructure 


sustainable practices 


Intense competition 


Online travel agencies 
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