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[bookmark: _Toc181696103]Executive Summary
This consultancy report responds to the following operational issues that affect Orlando East Inn & Suites situated in USA, Orlando. The main issues pointed out in this analysis are refund issues and variations in services delivered that have led to poor customer satisfaction, and impact on hotel image and productivity. Since the hospitality industry is competitive it becomes important for the Orlando East Inn & Suites to address these problems at the earliest for the sake of sustainable business growth.
Problem Identification
There exist several customer complaints which have been made against the Orlando East Inn & Suites and most of them claims are mainly centred on refunds. Moreover, the refund policy is also an area in which confusion arose, which left the guests unhappy since they hoped for a better experience in solving the issue (Buttrick, 2009). Apart from refund issues, the hotel has been confronted with another set of issues that are related to the disparity in the quality of services. Sometimes guests are offered different services when booking and what they arrive to find when getting to the hotel. 
Key Findings
The analysis utilised various frameworks, including PESTEL, SWOT, and TOWS, to identify critical issues facing the Orlando East Inn & Suites.
Refund Disputes: It is shown that a great number of guests have some problems with refunds and as a result more and more negative feedback appear on TripAdvisor. A recently conducted review revealed the reputation reducer.
Service Quality: Researchers also establish some level of inconsistency in service delivery since guests are at times denied satisfactory service. These two factors hurt overall satisfaction, and subsequently, customer loyalty because guests will only patronise the hotels that meet the so-set standards (Ali et al., 2021).
Online Reputation: The given hotel’s current representation on review interfaces mostly comprises negative feedback, and thus it hurts sales at a given date (Anagnostopoulou et al., 2020). Statistics show that the rating of the hotel is lower than competitors, and there should be changes to increase it.
Customer Feedback Mechanisms: Many a time, the lack of formal feedback mechanisms has put the hotel in a position where they can easily lose track of the client’s needs and demands (Shu et al., 2023). 
Analysing data from TripAdvisor using the star rating indicator, it is seen that at the present time, the Orlando East Inn & Suites has the lowest rating of 1.0 out of 5. It is much lower than the average rating of the competitors of 4.5 (Trip Advisor, 2024). As one can see from the above provided example there is an obvious need to address the issue to regain the customer trust and patronage.
Recommendations
To address the identified issues, the report outlines several key recommendations:
Implement a Clear Refund Policy: The hotel ensures that a clear refund policy is developed so that there will be limited cases of disagreements and customers will be happy. This policy should be made very clear when making the reservation and again, emphasised before check-in (Preziosi et al., 2022).
Enhance Staff Training Programs: Training will have a customer service aspect that will help the organisation to have a set program and an operation aspect so that all the employees provide service to that standard (Schalk-Nador and Rašovská, 2024). From this, it can be concluded that compulsory refresher courses for staff and constant performance assessment can go a long way toward ensuring high-quality training.
Establish a Customer Feedback System: Setting up a system for gathering and categorising clients’ feedback for improvement purposes will ultimately be useful (Lee et al., 2020). This may include follow-up questionnaires, web guest feedback questionnaires/boss, and constant checking of online attitudes/tips on media channels such as TripAdvisor.
Launch a Targeted Marketing Campaign: Especially on platforms such as Yelp or TripAdvisor, guests’ opinions can drastically influence other’s perceptions and therefore conscious efforts to appeal to both sides of the argument will be required to improve the hotel’s online reputation (Santiago and Castelo, 2020). If a company hired a digital marketing firm, it could help build content that is positive in terms of showcasing enhancements and using satisfied customers as a tool to write positive reviews.
Develop a Risk Management Plan: The effective functioning of a risk management strategy will help the hotel in defining a risk beforehand and managing it successfully. This may include periodic assessment of organisational activity and potential risk as well as establishing preparedness strategies for customer service situations (Whittington and Molloy 2005). In conclusion, the Orlando East Inn & Suites has some problems at present that have negative impacts on the quality of customer service and organisational effectiveness. Thus, if the mentioned problems are solved with the help of the described strategies, the hotel will be able to increase customer satisfaction and customers’ loyalty (Bianco et al., 2024). The consultancy team would like to express the gratitude for the opportunity to work with the Orlando East Inn & Suites and it is pretty sure that the information and advice in this report will lead to a better performance of the organisation. Thus, through the optimisation of customer satisfaction and organisational efficiency, the Orlando East Inn & Suites would deepen its position and improve its overall financial performance in the escalating competitive environment.
[bookmark: _Toc181696104]Introduction
There has been a decline of leisure demand for hotels in the US market, since people prefer to travel internationally and there is a reduced traffic from overseas (Rane et al., 2023). They have also contributed to the weakening of hotel demand as occupancy fell for four quarters consecutively. While business travel is gaining momentum, it clearly did not fully make it up for this drop. Labour market tightening has placed downward pressure on room rates with expected slight improvement in annual occupancy to 63.6% and RevPAR to 116% of pre-Covid levels (Pwc, 2024).
This is expected due to fewer tourists traveling due to diminishing ‘revenge travel’ post-Covid, inflation, and a slow economy. The gradual growth of hotels’ supply chain augmentation and overall construction, specifically in USA, Ontario has led to competitive supply chain issues that cost businesses money to rein in spending reflecting on ESG goals for sustainability.
The essence of the hospitality business involves providing service to the public, thereby the strength of the customer relationship is critical. Nevertheless, some hotels that exhibit customer relations challenges when handling refunds include the Orlando East Inn & Suites situated in 8750 E Colonial Dr, Orlando, FL 32817, United States (Trip Advisor, 2024). There exist several typical cases in which one case signifies that the guest had an unhappy stay in a hotel over staying at a filthy room, deader phone, no internet connection, and bugs on the bed. Nevertheless, the staff did not help the guest even that they had to pay cash $300 when they reported these problems. That night the guest resolved to leave, the guest made a demand for their money back but the staff ignored them and did not take the suggestions seriously (Trip Advisor, 2024). This is left the guest feeling frustrated, taken advantage of, disheartened by the unprofessional attitude of the staff at the hotel.
[image: ]
(Source: Trip Advisor, 2024)
Another example is from google reviews where the guest who wanted to leave zero stars over the problems to be faced during the stay, joined to the lack of disposition of the employees to find the solution (Google Reviews, 2024). He said that he and his wife gave their account of their tribulation from the time they made a call on Friday. 
[image: ]
(Source: Google Reviews, 2024)
This is an ongoing battle that not only keeps the hotel’s image in the papers, but risks potentially putting off so many customers that the hotel would become non-profitable, which in turn would be fatal to its survival (Bi et al., 2020). Unfavourable posts by guests on the TripAdvisor and Google website may discourage other customers from doing business with the hotel, hence worsening the hotel’s challenges in a competitive world.
[bookmark: _Hlk181695359]Boston Consultancy Group has various strategies and reports well-liked in the hospitality industry and is known for its excellent strategies and concepts. The purpose of this consultancy report is to give an account of the challenges facing Orlando East Inn & Suites and offer creative and innovative solutions that will help fix such problems and bring back the confidence of its clients (Majeed et al., 2022). To this end, different analytical tools will be used. PESTEL analysis will identify the hotel’s external environment challenges and SWOT will give a summary of internal environment opportunities and threats. This report will also use a TOWS matrix, that will help uncover tactical prospects and threats that will lead to enhanced customer service as well as good management of change within the hotel. In this way, the report will not only look at the problems, that currently exist but will also have the necessary base for a promising future and better customer satisfaction.
[bookmark: _Toc181696105]Analysis
[bookmark: _Toc181696106]Description of the issue identified- Lack of guest satisfaction
Currently, the company has several critical problems that are arising from a series of customer relations mishaps, especially regarding refund policies and room quality (Fowler, 2021). These challenges are affecting the hotel’s brand image, perceived customer satisfaction, and, in extension, the hotel's financial performance.
1. Customer Service Failures: The hotel room was uncomfortable and left the guest dissatisfied, since the phone did not turn on, there was no Wi-Fi, and there were bugs on the bed. Despite the fact the guest wanted to contribute $300 in cash for his stay and requested it from the staff, his immediacy needs were not addressed. Finally, the guest decided to sleep in the other room and to check out that night, however, they did not get the refund they asked for and the staff members ignored them (Trip Advisor, 2024). This meeting made the guest leave the hotel with a feeling of being cheated, used, and let down by the employees of the hotel.
2. Impact on Reputation: The guest wanted to give the hotel zero stars to share his many problems in his stay and the staff’s unenthusiastic approach to the problems (Google Reviews, 2024). They reported what they went through, starting on their arrival date, when they made a call to inquire.
3. Financial Consequences: These issues are also not cheap in terms of money. The result is that satisfaction will drop and occupancy rates will decrease which in turn will affect revenues (Matsuoka, 2022). It is believed in the industry that problems resulting in a 1% decrease in customer satisfaction led to a 3% drop in revenue in hospitality businesses (Trivago, 2024).
4. Scope of the Issues: The problems that occurred in the Orlando East Inn & Suites can be explored in both administrative and operational domains. There is a lack of adequate systems in terms of booking management and what seems to emerge most apparent is a lack of adequate training for customer service (Lucini et al., 2020). Not only will it impact the guests that are in the hotel currently, but it will also dissuade other guests as more negative reviews circulate on the internet.

[bookmark: _Toc181696107]Micro and Macro Analysis
[bookmark: _Toc181696108]PESTEL
	Factor
	Description

	Political
	· The market of hospitality depends on government policies, organisational norms, and guidelines, particularly those of health and safety are paramount in the current and post-COVID-19 era (Gursoy and Chi, 2020). 
· Another factor affecting occupancy is uncertain changes in tourism policies like the visa regimes for international tourists (Yu et al., 2022). Organisations that comprise the local government, to advance the tourism industry in Orlando may help, but will at the same time place regulatory requirements.

	Economic
	· The economic situation determines the amount of expenditure that consumers undertake in the hospitality industry. 
· Some of these factors include high inflation and cost of living particularly on the part of the population that may reduce their propensity to travel on business or otherwise or to patronise hotels or other similar establishments (Jeong et al., 2023).
· On the other hand, consumers’ confidence may be restored post-pandemic, enabling the demand for hotel services when the economy starts to recover (Cengiz et al., 2020). However, international tourist expenditure may also be affected by the changing exchange rate of the currencies used in those countries.

	Social
	· Trends in consumer behaviour have directed them towards related and genuine scenarios in the hospitality industry. 
· With more communities hosting festivals like Orlando, the demand for hotels is rising (Chen et al., 2024).
· The increased use of social media also means that customers can broadcast their experiences to the world, and therefore, a positive or negative word out can have bigger repercussions on the hotel's image (Moise et al., 2021).

	Technological
	· The remaining organisational factors include internal sales and customer relationship management, which help in improving operational efficiency; elements such as online booking could also help in increasing efficiency (Wicaksono and Maharani, 2020).
· Further, with the increasing use of social media, customer behaviour is affected, and there is a greater demand for the provision of timely and index responses.

	Environmental
	· Rising customer consciousness of sustainability is making the hotel industry pursue environmentally friendly policies. 
· Such as using energy-efficient systems, implementing ways of reducing waste, and procuring local products. Not including certain aspects that are environmental may destroy a portion of the guests primarily consisting of environmentally sensitive or aware tourists (Baloch et al., 2022). 
· On the other hand, products that are produced in an environmentally friendly way will have a better brand image, and many customers will be attracted to them.

	Legal
	· It comprises the law like employment law, consumer protection, and liability aspects that affect the hotel. Any violation of these laws results in a legal battle and certain financial repercussions.
· Furthermore, an understanding of the proper refund and cancellation operational policies is vital to safeguarding the consumer’s trust and preventing possible lawsuits (Gupta et al., 2021).



[bookmark: _Toc181696109]SWOT
	Strength
· Unique Offering: Orlando East Inn & Suites offers luxury stays and resorts for guests to stay in. It is best for festival lovers and those who like an individualistic place to stay (Johnson et al., 2014).
· Location: Located in an area with high levels of tourism, especially around Orlando - a locale favored by festival-goers. The hotel guarantees popularity among the clients of the targeted segments during such events and, consequently, the guests’ willingness to pay a slightly higher price.
· Dedicated Staff: The overall hotel employees are said to be courteous and this provides a positive experience whenever the services to be provided meet or exceed what the customer wants (Aakash et al., 2021).
	Weakness
· Customer Service Issues: Customer relations have many issues, such as delays in refunds and ineffective communication, hence resulting in aggrieved customers or unhappy customers giving negative remarks.
· Inconsistent Quality: There are cases of some camp owners hastening to provide a 5-star image while, in fact, offering substandard hotels that anger customers and detract their impression of the campsite (Nunkoo et al., 2020).
· Limited Marketing Strategy: The marketing of this hotel may not reveal the offerings or customer satisfaction strategies. Hence leaving the hotel to miss potential customers (Dimitrios et al., 2023).

	Opportunities
· Growing Demand for Unique Accommodations: These have remained the trend these days for any travelers who prefer vivid and memorable experiences, especially in festivals. The hotel can build on this trend in one or other ways through improving its marketing techniques (Marson, 2024).
· [bookmark: _GoBack]Sustainability Trends: Since there has been an emphasis on green tourism, the Orlando East Inn & Suites can engage in sustainable development principles such as energy and waste management and the promotion of renewable energy.
· Leveraging Online Reviews: The basic concern of the hotel can also benefit from the identification of customer issues on TripAdvisor and related sites because the internet plays a crucial role in determining the flow of customers (El-Said, 2020).
	Threat
· Intense Competition: The hospitality sector is very sensitive and closely contested, most probably in areas where a lot of tourism is expected, as is the case with Orlando. 
· Economic Uncertainty: Market fluctuations mean that during the winter or during an economic crisis, many people are likely to cut back their spending on travel or leisure, and hence, the occupancy may be affected (O’Mahoney, 2021).
· Legal and Regulatory Risks: Legal risks switch in governing the hospitality businesses or enhanced examination of clients’ rights. It results in risks in case the hotel does not meet the refund policies or health requirements (Dev and Bird, 2024).
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	TOWS Matrix
	Opportunities
	Threats



	Strengths
	Strength and Opportunities Strategies: Taking advantage of the unique features and location to customise its advertising appeals to the festival audience and explain to them that they are special if they choose to spend their festival nights in luxurious resorts and stays (Buttrick, 2009). Also, establish relations with local events promoters to acquire packaged events that will increase visibility as well as appeal.
	Strength and Threat Strategies: Employing the services with a good number of personnel to enhance the quality of customer service training. This could reduce the effects of competition and result in a higher reputation for the hotel in the present market challenges (Burnes, 2014). 



	Weaknesses
	Weakness and Opportunities Strategies: Minimising cases of poor service by launching a customer feedback mechanism through which customer service concerns will be identified and acted upon (Noordzife, 2014). The hotel could also try to use its current or new advertisement methods to market the uniqueness of the hotel as well as embrace customer satisfaction programs and efforts to attract other individuals.
	Weakness and Threat Strategies: Creating a risk-resolution plan that covers all general legal and regulatory risks possible to encounter (Johnson et al., 2014). This could entail extending specific training to personnel on the state laws and hospitality rules governing relations and dealing with the consumers to help avoid such future occurrences and protect the hotel’s image.



The TOWS tool is useful for developing strategies to enhance the performance of Orlando East Inn & Suites based on the current resources and key areas of the firm’s competitive advantage and competitive weakness and threats. In turn, the hotel exercising the strategies of privatised targeting strategy, able to market its services and availability proximity to Orlando by appealing directly to festivalgoers (Zaman et al., 2022). Enhancing the training of customer care can correct the existing deficiencies and offer better customer/stakeholder satisfaction which can transform into an area of strength in confronting competitors in the hospitality industry.
Also, its regular collection and analysis of customer feedback will help achieve progressive updates and better address guests’ needs, which in turn seriously strengthens the hotel’s reputation (Kanamura, 2023). The risk management plan will identify legal risks that may be inflicted on the hotel, in addition to ways by which the organisation can be protected from future shocks in the market (Lewis, 2024). In all the areas such as customer service improvement, strategic marketing, and effective risk management, the Orlando East Inn & Suites can form competencies that will serve it in the future and fit it to face the future uncertainty in hospitality.
[bookmark: _Toc181696111]Recommendations and Change Management
Four main issues are of vital concern at Orlando East Inn & Suites which include refund disputes and quality of service, which upsets the customers, affects the reputation of the business, and hamper the overall efficiency of the organisation. These have been caused by many bad experiences from guests in the organisations and have led to the loss of business and an unbelievably low brand reputation (Lee et al., 2021). Solving problem areas entails the adoption of a complex plan comprising several interrelated courses of action. This includes customer service, the development of employees, alteration of operating techniques, fine-tuning of marketing strategies, and the incorporation of appropriate risk management measures (Morrison, 2022). To achieve these strategies, the following change management best practices must be applied to ensure easy change within the organisation. This includes the involvement of employees in the change process and establishing an organisational culture of ownership, establishing communication on procedures and expectations of change (Mavridopoulou and O’Mahoney, 2020). Training activities will pose as key activities in ensuring employees are knowledgeable enough, to enhance service delivery and solve customer-related issues.
Further, the identification of communication channels with customers, as well as the establishment of a feedback mechanism to determine client satisfaction, will ensure the hotel gets the necessary feedback on the standards provided by the hotel (O’Mahoney, 2021). If the Orlando East Inn & Suites brings change to these key areas by focusing on a management approach and implementing change management procedures, the hotel could optimise its operational efficiency, create its previous reputation, and expand guest satisfaction. This also increases customer loyalty and profitability.
1. Customer Service Improvement
Recommendation
· Comprehensive Training: Employees should have a special focus on customers, how to address their complaints, and how to handle clients’ misconduct. This plan should require role play to stress the interpersonal skills of the staff to tackle doubtful cases like refunds and complaints (Waqanimaravu and Arasanmi, 2020).
· Customer Feedback System: There is a necessity to adopt good procedures for handling information regarding customer feedback. This could range from post-stay feedback, customer complaint feedback through social media platforms, and feedback channels that operate alongside guests’ stay (Krishnan et al., 2020).
· Service Standards Manual: Ensure that the hotel has set clear guidelines that lay down the level of services to be offered within different zones of guest contact, including reservations and check-out procedures (Aakash et al., 2021). This manual should be easy to get a hold of by all the staff and should be read often.
Implementation Steps
· Training Schedule: Develop a training plan that should include the initial training, thus being able to accommodate new staff while the rest of the team undergoes continuous training (Alola et al., 2023). This could be a monthly or a quarterly program, depending, for instance, on annual staffing levels.
· Feedback Integration: Capturing feedback through emails or online survey forms available at the hotel website so that the feedback is addressed as well as used in training staff (O’Neill and Yeon, 2023).
· Regular Reviews: Organising the Customer Service Excellence Program to deliver its planned objectives and ascertain that workers observe the rules set in the Customer Service Excellence Program manual quarterly (Kipping and Clark, 2012).
Change Management Strategy
· Staff Involvement: Engage the staff in the formulation of the program where they would be asked about the training requirements and difficulties in their line of duty (Kotter, 2012). It will also ensure the people of India are more involved, hence having ownership of the project and those involved.
· Regular Communication: Be open and report the changes that are being made frequently (Subramaniam et al., 2011). Perhaps if their meetings were more frequent or if they are constantly updating their staff then they would be aware of what is going on.
Success Measurement
· Guest Satisfaction Scores: Looking at trends in real-time data tracking the level of satisfaction of the guests. It must be noted that contributing to the overall customer satisfaction index, a target of enhancing basic customer satisfaction scores by at least 20% in the first year is achievable (Rane et al., 2023).
· Employee Feedback: Taking pre-and post-training performance assessments of the staff about their self-confidence and contentment in interacting with customers (Ozdemir et al., 2021).
Potential Benefits
· Better guest experiences and enhanced capability to get positive word of mouth and repeat business (Moise et al., 2021).
· Optimisation of employee satisfaction and productivity and low staff turnover.
· A better market position with the customers concerning the provision of quality customer services.
Costs
· Estimated training costs: No more than $5000 a year for external trainers’ services or materials.
· Feedback system implementation costs: Software and tools $2,000.
2. Operational Adjustments
Recommendation
· Standardise Check-In and Check-Out Procedures: Posting of check-in/check-out procedures geared towards a reduction of confusion and time delay. This includes well outlined (responsibilities) of the staff during the rush periods (Chalupa and Petricek, 2020).
· Inventory Management System: Implementing an inventory management policy to monitor the provision of the accommodations and amenities available. This system can also help in avoiding overbooking and all services supplied to the guests will be availed as agreed (Ozdemir et al., 2022).
· Quality Control Checks: Another activity that should be implemented for the successful development of the accommodations is to institute quality control checks frequently to make sure each of the accommodations meets the promised quality (Padma and Ahn, 2020). This can, however, in some cases, include pre-check of resorts before the guests arrive.
Implementation Steps
· Procedure Development: Consulting with the staff in the formulation and writing of standard operational procedures. This should be done practically to enhance mastery of the strategies at the staff level (Sakshi et al., 2020).
· System Selection: Evaluating and choosing a proper inventory management system. Involve staff in the decisions so that the procured system satisfies operational requirements.
· Quality Check Schedule: Develop a list of quality checkpoints by when they must be conducted, including who is responsible for implementation.
Change Management Strategy
· Training and Involvement: Educating employees on new developments taking place and assuring them that integrated systems are useful since they help both the employees themselves and the guests (Sayfuddin and Chen, 2021). Ensuring staff conveys their opinion on the procedures they used to reach a specific result to make improvements.
· Monitoring and Adjustment: Creating a committee whose job will be to oversee the performance of the newly implemented procedures and thus make the necessary changes to suit both the working staff and guests.
Success Measurement
· Reduction in Check-In/Check-Out Times: Ideally, an organisation should be able to bring down the average check-in and check-out time to 30% within the first six months.
· Inventory Accuracy: Monitor the efficiency of the provision of rooms, and the rate of bookings, with a target of the first year’s mean percentage error to not exceed 5%.
Potential Benefits
· Increased efficacy in the process from which guests benefit, thereby rating their services higher.
· Reduced exposure rate of customer complaints in relation to check-in/out processes.
Costs
· Estimated implementation costs for the inventory management system: In this case, the members contribute $3,000 initially, and further charges monthly are expected.
· Staff training costs associated with new procedures: $1,500 annually.
3. Marketing Strategies
Recommendation
· Online Presence: Improving the content of the website and social media covers to reflect other accommodations, such as customers’ reviews and better-quality pictures of the hotels (Morrison, 2022).
· Partnerships with Local Events: Some strategies that may be valuable also include embracing partnerships with local festivals and events to offer package deals, which include accommodation.
· Targeted Advertising Campaigns: Proposing contextual Internet marketing with user groups most likely to be interested in capsule hotels and festivals (Kumar, 2021).
Implementation Steps
· Website Overhaul: Consulting with the hotel to hire a web designer for the improvement of the aesthetic value of the hotel website.
· Social Media Strategy: Schedule posts should be made and should target the promotion of guest experiences, beginning with the creation of a social media content calendar with daily posts.
· Advertising Budget: Setting up media expenditure for Web-based advertising and promotions with Google AdWords and other social networks (Sahin et al., 2020).
Change Management Strategy
· Cross-Department Collaboration: Ensure that marketing content is created through the participation of the marketing and public relations, front desk, and housekeeping departments of the business.
· Feedback Loop: Creating feedback where the staff can report impressions of the guests that can be useful in marketing.
Success Measurement
· Website Traffic and Engagement Metrics: Setting up web traffic and social media analytics and trying to achieve at least a 25% increase in traffic and visitors on social networks during the first twelve months of the site.
· Increase in Bookings: Monitoring the traffic and new reservations from the marketing done to take on endeavours bearing 20% direct booking from the overall effective promotional work done.
Potential Benefits
· Increase physical access which translates to high trafficker that translates to higher booker in that area, especially during the festive season.
· Increase organisation approval and recognition through communication of differentiated propositions (Aydin, 2020).
Costs
· Website redesign costs: Estimated at $4,000.
· Annual marketing budget for online advertising: $5,000.
4. Risk Management Practices
Recommendation
· Legal Compliance Training: Training should be given from time to time for the staff members on the consumer welfare concerning refund policies and undue compliant of hospitality services.
· Crisis Management Procedures: There should be measures that are put in place in case of a crisis such as refund impasses and adverse customer feedback.
· Insurance Review: Carrying out an analysis of the current coverage will help the hotel to determine if properly isolated, for instance, property damage and legal suits.
Implementation Steps
Training Schedule: Develop a training plan that will involve the employees in legal issues and common troublesome situation.
· Crisis Management Plan Development: Consulting with legal advisors to design a strategic map on staff management of crisis situations which includes procedures for solving various types of conflict situations.
· Insurance Assessment: Getting advice from the insurance advisor and discuss possible changes in the current insurance plan.
Change Management Strategy
· Staff Workshops: It is also recommended to arrange seminars at which the staff would be explained the objectives of compliance and the necessity of adhering to regulations.
· Regular Updates: Maintain awareness of staff regarding the changes in legal provisions/regulations or in-house policies.
Success Measurement
· Reduction in Legal Disputes: Document the legal incidence and refund cases, for the target, that is to reduce it by 50% within the initial year.
· Staff Awareness Assessments: Perform surveys about compliance-related subjects among the personnel as well as offer training to all participants.
Potential Benefits
· Minimum litigation risk and better conformity to protecting consumers’ rights legislation.
· Higher self-confidence that staff members develop in performing customer relations and complaints.
Costs
· Estimated annual costs for legal training and consultancy: $3,000.
· Insurance review costs: New variable based upon the existing policy.
The Orlando East Inn & Suites encompasses certain raw problems that need the involvement of customer service, operation, marketing, and risk management solutions. The measures outlined from a Customer Service Excellence Program to the structural and systematic implementation of risk management practices address these concerns systematically (Williams et al., 2021). Therefore, if the hotel transforms these aspects successfully, it will help them to ensure the experiences of the guests, maintain the reputation of the hotel and the hotel become sustainable. In terms of value analysis, the Orlando East Inn & Suites can strategically plan its future development and ensure it becomes more successful and profitable, therefore creating higher revenues and customer satisfaction. The active measures towards the management of the above existing problems will create a basis for a positive change – gradually, the Orlando East Inn & Suites develop into a popular destination for those who love extraordinary accommodations, with a captivating story near Orlando.
[bookmark: _Toc181696112]Action Plan
	Number
	Issues
	Solutions
	Desired Outcome
	Time Scale
	Completion Expected Date
	Planned Budget

	1
	Refund disputes
	Developing a refund policy evidently and educate the employees of the same.
	More customer satisfaction, fewer complaints on refunds, and a better brand image.
	2 months
	20/12/24
	$5,000

	2
	Poor service quality
	Creating an effective staff training program
	Increased business effectiveness and product quality, enhanced guest satisfaction and therefore increased patronage.
	2 months
	15/01/25
	$10,000

	3
	Lack of customer feedback mechanism
	Setting up a customer feedback program (questionnaire and opinions)
	Improve appreciation of client feedback and complaints for the formulation of solutions aimed at service improvements.
	1 month
	15/11/24
	$2,500

	4
	Poor online reputation
	Marketing campaign to bring better awareness of the hotel online 
	Visibility and reputation issues tackled on site such as this one TripAdvisor.
	4 months
	15/03/25
	$8,000

	5
	Insufficient risk management
	Risk management strategies and formulas to ensure operational efficiency. 
	An identification of times where the several types of risks would arise and the ways how it would be dealt with the creation of a risk management plan.
	Three months
	15/01/25
	$3,000





Analysis
First, the definite refund policy with the staff training component helps to minimise refund controversies and leads to the growth of customer satisfaction and the hotel’s reputation. Second, achieving an excellent level of staff training will eliminate the fluctuating quality of service delivery and result in high customer satisfaction and a loyal clientèle base (Whittington, and Molloy, 2005). Further, the creation of a customer feedback system will help the hotel identify what the customer needs and wants, and thereby implement ways to improve the situation. This will help to eliminate poor reputation on social sites such as TripAdvisor based on poor customer experience seen in the case of negative reviews of the hotel.
A focused marketing strategy will be used to increase the recognition and image of the hotel on such sites. Lastly, the creation of the risk management plan will help to establish potential operational risks that may hinder the smooth functioning of the business and improvement of client satisfaction (Subedi and Kubickova, 2024). This structural approach integrates practical strategies with feasible time horizons and budget constraints to enable the Orlando East Inn & Suites to methodologically address all its issues and proactively cultivate its prospects for successful functioning in a highly competitive context of the hospitality industry.
[bookmark: _Toc181696113]Conclusion
The consultancy report on Orlando East Inn & Suites has provided a detailed outline of the issues that the hotel has faced lately, mainly refund issues and quality inconsistencies. Using the SWOT, PESTEL, and TOWS instruments in the evaluation of the hotel, the report has identified several critical areas that are detrimental to the achievement of the maximum satisfactory customer offering, the hotel’s image, and efficiency.
Another research finding is that there is an urgent need for the Orlando East Inn & Suites to develop a clear refund policy, and improve its training courses for employees to handle current recurrent refund issues. This is important not only from a customer satisfaction point of view but also especially from a guest loyalty perspective. This is why the report insists that service quality must be regularised to promote customer loyalty, which forms the basis of the hotel’s success. In reply to the issues that may be of concern for the guests, the need for what may be referred to as an efficient customer complaint feedback system is necessary for the hotel to capture feedback which may shape future service delivery.
Furthermore, the report recommends a marketing strategy that should focus on improving the Hotel’s reputation online, especially since sites like Trip Advisor still play a massive role in what customers are likely to find when they book a room at the hotel. From the impact of negative reviews on bookings and customer trust, this move is considered a positive move towards reversing the fortunes of this hotel. Besides this, it is crucial to implement and maintain an efficient operational risk management plan to deal with possible operational threats for the sake of making the work of the company more effective and meeting customers’ needs.
The action plan offered in the report provides a coherent set of practical measures to address these issues, clear goals, and objectives, timeframes, and costs. Therefore, the recommendations proposed are not only those that offer a solution to the problems observed but also those that are likely to build the capacity of the Orlando East Inn & Suites to succeed in the competitive hospitality industry.
The researcher is grateful to the Orlando East Inn & Suites for the open possibility to implement this project. It is believed that during this consultancy process, the hotel will be better placed to improve its operational efficiency /performance and /or various customer services hence better guest satisfaction and /or business performance. The consultancy team still plans to stand ready to assist the hotel with the execution of these strategies because it is crucial that the changes the team is suggesting be beneficial to the workers as well as the clients. This report has been prepared as a possibility to express the author’s appreciation for having been entrusted with the insertion of changes in the hotel, and it is hoped that this report will be utilised to bring about constructive changes in the hotel.
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