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Executive Summary 
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This consultancy report, prepared by Hospitality Edge Solutions, seeks to evaluate and address the operational and strategic challenges faced by Hotel Plaza Nueva, a hotel located in central Granada. The team conducted an in-depth evaluation of the hotel’s services, customer feedback, and competitive position to formulate practical suggestions with the goal of improving guest satisfaction, maximising operational efficiency, and growing Hotel Plaza Nueva’s reputation within Granada’s hospitality industry. This report summarises analytical data and industry knowledge, according to the guidelines set forth by the Spanish Ministry of Industry, Trade, and Tourism (2020). Hospitality Edge Solutions guarantee that the recommendations conform to national standards for quality and sustainability in the tourism sector.
The analysis identified a number of serious problems at Hotel Plaza Nueva that are impacting guest satisfaction and the hotel's competitive edge. Major challenges include the absence of air conditioning, leading to discomfort in Granada's hot months, and increased noise levels attributable to the hotel's proximity to nightlife venues and significant gaps in room maintenance and cleanliness. Furthermore, outdated room furnishings and insufficient in-room amenities, such as coffee makers and suitable storage, diminish the overall guest experience. A combination of these factors, coupled with service quality inconsistencies, has led to ongoing guest complaints, compromising the hotel's online reputation and its ability to retain and attract new clientele.
An analysis of guest feedback and operational elements revealed specific areas where Hotel Plaza Nueva fails to meet guest expectations. Online reviews often highlighted the lack of air conditioning as a major dissatisfaction particularly during Granada's hot summer months, where guests reported discomfort due to insufficient climate control. The hotel's central location, while advantageous for accessibility, poses challenges; guests have reported late-night noise disturbances from nearby clubs and high-traffic areas, adversely impacting their stay quality. Additionally, the hotel’s furnishings were often considered outdated, missing suitable in-room amenities and complaints about unresolved issues related to room cleanliness. which adversely affected guests’ perceptions of value and comfort.
To address these challenges, several strategic recommendations are proposed:
Air Conditioning Installation: Installing PTAC units in 15 rooms at a cost of approximately €21,750 will ease discomfort during warmer months, improving guest comfort.
Customer Service Training: A €10,000 investment in staff training will improve service quality through better problem-solving and guest engagement skills.
Room Furnishing and Layout Upgrades: Investing €68,750 to upgrade room furnishings, add ergonomic bedding, and improve room design is expected to increase guest satisfaction and justify higher room rates. A phased implementation over 4 months will minimise guest disruption and manage costs.
The mentioned problems are negatively impacting the reputation of Hotel Plaza Nueva, as evidenced by online reviews and ratings. Research indicates that just a 10% improvement in customer reviews can substantially increase bookings (Anderson, 2012), showing the need for the hotel to address these concerns. The absence of modern amenities undermines guest satisfaction and positions the hotel unfavourably against competitors offering these vital services, thereby limiting the hotel's market appeal and potential revenue expansion.
Hospitality Edge Solutions used multiple analytical frameworks for analysing Hotel Plaza Nueva's position within Granada's hospitality industry. A PESTEL analysis examined the external factors influencing the hotel, including Spain's strict environmental regulations and evolving guest expectations for comfort and quality. Economic factors, including inflation and consumer spending trends, demonstrated the financial pressures on the hotel to balance competitive pricing with profit margins.
The SWOT analysis gave an overview of the hotel's internal strengths, such as its convenient location, and weaknesses, including the lack of air conditioning and outdated room amenities. External opportunities, including the ability to attract environmentally conscious consumers through the implementation of sustainable practices, and threats from competitors with advanced facilities, were also examined.
The TOWS analysis generated actionable strategies by aligning the hotel's strengths with opportunities and mitigating weaknesses through targeted improvements. Using its strategic location to offer experiential packages with nearby attractions could improve value.
Porter’s Five Forces analysis ultimately revealed the competitive dynamics within Granada’s hospitality sector, marked by substantial buyer power and fierce competition among existing hotels due to an overwhelming number of alternatives. By easing these pressures through improvements in services and facilities, Hotel Plaza Nueva can more effectively differentiate itself and attract selective customers.
The examination of guest reviews further underscores these challenges, revealing consistent dissatisfaction with cleanliness, maintenance standards, and noise disruptions. These areas require immediate attention to align with guest expectations and improve the hotel’s market reputation.
An analysis of guest reviews shows these challenges, indicating persistent unhappiness with cleanliness, maintenance standards, and noise disturbances. These areas necessitate immediate action to meet guest expectations while strengthening the hotel's market reputation.
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Hotel Plaza Nueva, a boutique hotel located in Granada's Plaza Nueva, provides guests with close access to attractions like the Alhambra and the Albaicín district. This central location offers convenient access to historical sites, cultural venues, and varied dining options, attracting leisure travellers keen to discover the city's rich heritage. The hotel features traditional Andalusian architecture, complemented by interiors and amenities that conform to contemporary standards. Recent guest reviews have identified areas for improvement, specifically regarding air conditioning, noise management, and room amenities (Tripadvisor, 2024).
Plaza Nueva, as a mid-tier hotel, seeks to combine cost-effectiveness with comfort. The traditional décor creates a genuine atmosphere; however, certain guests have observed shortcomings in room amenities, including inadequate climate control and sound insulation. Feedback frequently indicates that the central location, although advantageous for nightlife, may result in nighttime noise disturbances, impacting guests seeking a peaceful experience (Ali et al., 2016). The hotel's dedication to sustainability is apparent in its utilisation of locally sourced breakfast items, demonstrating environmental responsibility; nonetheless, these initiatives do not entirely ameliorate the practical constraints affecting guest comfort (Hotel Plaza Nueva Reception, personal communication, 2024; Jones, Hillier, & Comfort, 2016).
Hospitality Edge Solutions, a consultancy focused on optimising hotel operations and improving guest experiences, utilises a systematic approach to identify and resolve operational challenges. Utilising years of experience in the hospitality sector, Hospitality Edge Solutions delivers data-driven insights, industry best practices, and customised recommendations that correspond with Hotel Plaza Nueva's distinct market position. The experience in supporting numerous European hotels allows Hospitality Edge Solutions to provide effective strategies to improve operational efficiency and strengthening the hotel's competitive position in Granada's dynamic tourism industry.
Frequent concerns in guest reviews highlight the necessity for strategic improvements at Hotel Plaza Nueva to conform to modern hospitality standards and sustain its market position. Significant challenges include insufficient air conditioning, which undermines guest comfort during Granada's hot summer months, and frequent noise complaints resulting from the hotel's vicinity to nightlife venues. Furthermore, certain furnishings have been characterised as antiquated, reducing the overall guest experience and impacting the hotel's attractiveness to discerning travellers (Ineson et al., 2019). Service deficiencies have been observed, affecting customer loyalty and in the same time the hotel's online reputation, which research shows directly impacts potential bookings and revenue (Anderson, 2012).
Guest reviews indicate persistent problems with cleanliness, maintenance, and noise, underscoring the necessity for prompt improvements to fulfil expectations while strengthening the hotel's reputation (See Appendix).
Hospitality Edge Solutions will use various analytical tools to assess Hotel Plaza Nueva's strategic position. A PESTEL analysis will evaluate external factors—political, economic, social, technological, environmental, and legal—that influence guest expectations and operational activities.
A SWOT analysis will identify strengths, such as location, and weaknesses, such as limited amenities, while revealing opportunities for sustainable practices and threats posed by competitors. The TOWS analysis will subsequently align these factors to formulate strategies that capitalise on locational advantages while avoiding weaknesses.
Finally, Porter's Five Forces analysis will assess competition in Granada's hospitality sector, focussing on supplier and buyer power, industry rivalry, and the threat posed by new entrants. These analyses will guide strategies that will improve Hotel Plaza Nueva’s value to guests and secure its competitiveness and growth in Granada’s market.

[bookmark: _Toc182307037]Analysis
[bookmark: _Toc182307038]Issue Identification 
[image: ducha por dentro]Hotel Plaza Nueva in Granada has received numerous complaints regarding significant aspects of guest experience, particularly in maintenance, amenities, and service. The absence of appropriate air conditioning has been a persistent problem, particularly during Granada's hot summer months. Numerous guests reported discomfort, saying it was "nearly impossible to sleep" because of the heat, with only a small fan offered as a solution (Tripadvisor, 2024). The absence of temperature regulation does not meet guest expectations, especially in Granada's competitive hospitality industry where comfort is essential (Jarvisalo, 2012).
Noise disturbances constitute a considerable concern. Guests indicated significant noise problems from both internal and external sources, attributed to the hotel's vicinity to nightlife venues and poor sound insulation, which intensified sounds from next door rooms and shared areas. Rooms facing the outdoor area and nightclub zones were particularly vulnerable to disturbances, hurting the experience for guests seeking a more peaceful environment (Tripadvisor, 2024).
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Description automatically generated]Deficiencies in maintenance and cleanliness negatively impacted guest experiences. Reviews highlight problems including "cracked walls, broken toilets, inadequate water pressure, and chipping paint," reflecting a pervasive sense of neglect in room maintenance (Tripadvisor, 2024). Accounts of malodorous, uncomfortable accommodations with degraded furnishings and poor cleaning protocols highlight the necessity for better housekeeping standards and facility management.
[image: ducha por fuera]Alongside these operational challenges, guests consistently underlined weak customer service and chaotic reception procedures, observing that the reception frequently failed to address guest concerns, further increasing their dissatisfaction. The apparent inferior quality of room amenities relative to the price, characterised by limited storage and basic furnishings, has adversely impacted overall guest satisfaction and value perception. It is essential for Hotel Plaza Nueva to focus on these aspects to maintain relevance and competitiveness in Granada's hospitality sector, where amenities, maintenance, and service quality are essential for guest retention and reputation (Anderson, 2012).
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Description automatically generated]The identified issues—namely lack of air conditioning, ongoing noise disturbances, poor maintenance, and inconsistent service—substantially affect Hotel Plaza Nueva’s performance metrics, especially in customer satisfaction, brand reputation, and revenue. Negative feedback from customers on platforms such as Tripadvisor influence the hotel's online reputation, discouraging potential reservations (Rita et al., 2022). Research indicates that only a 10% improvement in reviews can increase bookings by as much as 4.4%, highlighting the potential revenue loss from ignored problems (Anderson, 2012).
The lack of air conditioning disadvantages the hotel compared to competitors that provide this essential amenity, particularly for international travellers (O’Neill & Mattila, 2010). The combination of noise from nightlife venues and inadequate wall insulation intensifies guest dissatisfaction, resulting in lower repeat business, a vital element in the profitability of the hospitality industry (Barsky & Nash, 2002). Furthermore, inferior room quality, insufficient cleanliness, and restricted amenities lead to reduced average daily rates (ADR) and occupancy, as guests may pursue alternatives that offer greater perceived value in terms of comfort and modernity (Lockyer, 2005). Resolving these issues becomes crucial for regaining guest loyalty and maintaining competitive relevance.

[bookmark: _Toc182307040]PESTEL Analysis 
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Description automatically generated]A PESTEL analysis provides an organised structure to evaluate the external factors that affect Hotel Plaza Nueva's operations and strategic choices in Granada's competitive hospitality industry. This analysis includes Political, Economic, Social, Technological, Environmental, and Legal aspects.
[bookmark: _Toc182307041]Political: 
Spain's hospitality sector is controlled by numerous laws relating to safety, environmental standards, and employment practices. Adherence to these regulations, including those specified in Andalucía's Tourism Law (Ley 13/2011, de 23 de diciembre, del Turismo de Andalucía), serves as essential for operational stability and avoiding of penalties. These regulations impose strict environmental practices, waste management protocols, and sustainable tourism requirements that comply with national and regional guidelines, which might call for further investment for Hotel Plaza Nueva (Pirgaip et al, 2023; Garrigues, 2024). 
[bookmark: _Toc182307042]Economic: 
Economic factors, including inflation rates and consumer purchasing power, directly influence customer behaviour and hotel pricing strategies. Recent economic fluctuations in Europe, intensified by post-pandemic recovery initiatives, have resulted in increased operational expenses and fluctuating disposable income among tourists. Research suggests that increasing expenses can result in changes in consumer behaviour, prompting numerous guests to pursue more affordable lodging alternatives (Ntacho and Muba, 2021). The economic pressures limit Hotel Plaza Nueva's capacity to sustain competitive pricing while securing sufficient profit margins (Le Monde, 2024). 
Social:
Social trends indicate an increased emphasis on comfort and quality, as contemporary travellers anticipate well-appointed, comfortable lodgings (Bedbooking, 2024). International tourists, especially from warmer regions, regard air conditioning as a fundamental amenity, influencing their evaluation of hotel quality in locations such as Granada, where summer temperatures can be high. The absence of air conditioning at Hotel Plaza Nueva has been a considerable cause of customer discontent, as it does not align with changing consumer expectations (Statista, 2023). 
[bookmark: _Toc182307043]Technological:
The lack of air conditioning at Hotel Plaza Nueva underscores a technological deficiency in the hotel's facilities. Contemporary hotels are progressively incorporating technology to improve guest comfort, including automated climate control systems (Bharwani and Mathews, 2021). In the absence of such features, Hotel Plaza Nueva risks being viewed as outdated, potentially undermining its competitive advantage in the Granada market (McKinsey, 2023). 
[bookmark: _Toc182307044]Environmental:
The hospitality sector is placing greater emphasis on environmental preservation. Hotels are urged to adopt energy-efficient practices to reduce their carbon footprint (Jones, Hillier, & Comfort, 2016). Hotel Plaza Nueva may face pressure to implement energy-efficient practices to comply with regulations and appeal to environmentally conscious customers (IUF, 2023). Despite Hotel Plaza Nueva procuring its food from local suppliers (Hotel Plaza Nueva Reception, personal communication, 2024), this measure alone fails to satisfy the necessary environmental standards, underscoring the necessity for deeper sustainable practices.

[bookmark: _Toc182307045]Legal:
The Spanish hospitality sector is regulated by extensive legal standards concerning health, safety, and operational practices, including specific regulations on fire safety and hygiene as stipulated by the Spanish Ministry of Industry, Trade, and Tourism. In Andalucía, these requirements are further clarified upon in the region's Tourism Law (2011), which mandates regulations regarding licensing, fire safety, and hygiene essential to compliance in the competitive hospitality sector. These obligations necessitate continuous investment in safety infrastructure and routine conformity assessments, impacting operational expenses for businesses such as Hotel Plaza Nueva (Spanish Ministry of Industry, Trade, and Tourism, 2020). 
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[image: A close-up of a sign

Description automatically generated]
[image: View to left from room]A SWOT analysis offers a detailed evaluation of Hotel Plaza Nueva's internal strengths and weaknesses, alongside the external opportunities and threats influencing its performance in Granada's competitive hospitality sector.
[bookmark: _Toc182307047]Strengths:
The Hotel Plaza Nueva's advantageous location in Granada's Plaza Nueva provides closeness to notable attractions such as the Alhambra and Albaicín, along with accessible public transportation. This location increases its attractiveness to travellers interested in discovering Granada's historical and cultural sites, which results in higher occupancy rates, particularly during peak tourist seasons (Yang et al., 2018). This ideal location guarantees a constant flow of tourists who prioritise accessibility.
[bookmark: _Toc182307048]Weaknesses: 
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Description automatically generated]The hotel's limited amenities, particularly the absence of air conditioning, is a significant drawback, especially during Granada's warmer months. Guest reviews underscore this concern, indicating discontent with the climate control and its effect on comfort (Tripadvisor, 2024). Furthermore, the hotel's aged furnishings, insufficient room maintenance, and limited amenities pose challenges for modern and younger travellers, weakening its competitiveness relative to other hotels with upgraded facilities (Ineson et al., 2019). Recurring guest complaints highlight further problems, including mediocre cleaning protocols, unsatisfactory customer service, malfunctioning amenities, and noise disruptions from adjacent nightlife and within the hotel, signifying essential domains for operational improvement.

[bookmark: _Toc182307049]Opportunities:
Hotel Plaza Nueva has the potential to improve its competitive standing by investing in facility upgrades, including air conditioning and soundproofing measures. Upgrading amenities and improving customer service standards can attract more customers, encourage repeat business, and meet current hospitality expectations (Jones et al., 2016). Furthermore, marketing its traditional Andalusian charm alongside modern-day amenities may attract culturally orientated tourists desiring authentic experiences.
[bookmark: _Toc182307050]Threats:
Hotel Plaza Nueva encounters significant competition from neighbouring Andalusian locations, such as Malaga and Seville, where hotels differentiate themselves through distinctive amenities and cultural initiatives promoted by local legislation (Andalucía Tourism Law, 2011). This competitive pressure forces the hotel to meet or surpass industry standards to maintain market share, particularly as travellers become increasingly selective in their accommodation preferences (Ivanov & Webster, 2017). Economic factors, including inflation and reduced spending by consumers, present risks that impact both occupancy rates and profitability.
[image: THE BEST cheap Seville hotels from £39/night | Skyscanner]



[image: 6 Historic Hotels in Southern Spain to take you back in time]






[bookmark: _Toc182307051]Porter’s Five Forces Analysis 
[image: ]Porter's Five Forces analysis offers a framework to evaluate the competitive dynamics influencing Hotel Plaza Nueva's standing in Granada's hospitality industry, focussing the threats presented by new entrants, the bargaining power of suppliers and buyers, substitute services, and industry rivalry.
[bookmark: _Toc182307052]Threat of New Entrants: 
Granada's strong tourism appeal, exemplified by attractions like the Alhambra and events like Semana Santa, attracts millions of visitors each year, creating a significant risk of new entrants in the hotel sector (Rübesamen and Pillmayer, 2024). The growing number of new hotels and boutique accommodations incorporates contemporary features such as air conditioning and modern decor, which can quickly seize market share from traditional hotels that lack these features. These dynamic pushes existing businesses such as Hotel Plaza Nueva to expand their offerings to maintain competitiveness (Kimes, 2010).
[bookmark: _Toc182307053]Bargaining Power of Suppliers: 
The bargaining power of suppliers in Granada's hotel industry is moderate. Hotels generally have access to different suppliers for services like cleaning, maintenance, and furnishings, thereby constraining the influence of any single supplier (Brown & Dev, 1999). However, specialised or premium suppliers might have greater influence because to their distinctive products. If Hotel Plaza Nueva decides to invest in sustainable or high-end furnishings to meet competitor standards, it may face higher expenses and increased supplier pressure (Jones, Hillier, & Comfort, 2016; Lockyer, 2005).
[bookmark: _Toc182307054]Bargaining Power of Buyers: 
The bargaining power that customers have in Granada's hospitality industry is significant as travellers possess numerous options, including budget hotels, luxury accommodations, and alternative lodging such as Airbnb (Guttentag, 2015). Given the abundance of hotels offering similar or better services, guests can easily opt for alternative accommodations if a hotel fails to satisfy their expectations. The significant buyer power pushes Hotel Plaza Nueva to make improvements to its facilities and services to retain and attract clients (Ye et al., 2009).
[bookmark: _Toc182307055]Threat of Substitute Services: 
The risk of replacement services is moderate, as alternative accommodations like Airbnb, hostels, and other short-term rental options are increasingly favoured, particularly by younger travellers desiring distinctive local experiences (Tavitiyaman and Zhang, 2011). These platforms frequently offer flexibility and lower rates, encouraging hotels to differentiate itself through improved comfort and facilities (Ert, Fleischer, & Magen, 2016).
Industry Rivalry: 
The hospitality sector in Granada experiences intense competition, with numerous hotels competing strongly for market share. Competitors regularly provide improved amenities, including air conditioning, fitness centres, and exceptional customer service, putting significant pressure on Hotel Plaza Nueva to upgrade its facilities to remain competitive. The fierce competition in Granada's hotel market makes it difficult for establishments lacking unique advantages to maintain profitability (Dumoulin and Giacomel, 2020).

Hotel Plaza Nueva functions within a highly competitive climate marked by a considerable threat of new entrants, moderate supplier power, elevated buyer power, a moderate threat from substitute services, and intense industry rivalry. To sustain and elevate its market position, the hotel must respond to these factors by improving its amenities, upgrading service quality, and differentiating itself to align with changing customer expectations.
[bookmark: _Toc182307056][image: What is TOWS Matrix Analysis: Definition & examples - forms.app]TOWS Analysis 
A TOWS analysis aids Hotel Plaza Nueva in developing strategies to mitigate weaknesses and threats by utilising its strengths and seizing available opportunities.
[bookmark: _Toc182307057]Strengths-Opportunities (S-O): 
The strategic location of Hotel Plaza Nueva in Granada's Plaza Nueva, near significant landmarks such as the Alhambra and Albaicín, can be successfully advertised to increase customer attraction. By highlighting its central location, the hotel may market itself as an ideal base for travellers wishing to explore Granada's cultural attractions (Orhan, 2023). Partnering with local attractions or tour operators to create bundled experiences can improve value and convenience for travellers (Alonso & Liu, 2012). Promoting the existence of these packages might draw a greater influx of tourists and produce supplementary revenue streams.
[bookmark: _Toc182307058]Strengths-Threats (S-T) Analysis: 
In order to minimise competition from hotels offering superior amenities, Hotel Plaza Nueva can improve the quality of customer service while complying to the guest comfort standards established by the Spanish Ministry of Industry, Trade, and Tourism's (2020) guidelines on hygiene and customer satisfaction. Research indicates that great service quality can improve customer loyalty, regardless of the lack of quality physical amenities (Alnawas and Hemsley-Brown, 2019). By educating employees to deliver customised, superior service, the hotel can cultivate a loyal customer base that prioritises attentive service over shortcomings related to facilities (Luo et al., 2019). Furthermore, marketing its proximity to public transport and tourist attractions as a convenience may compensate for the absence of amenities such as air conditioning (Kandampully & Suhartanto, 2003).

[bookmark: _Toc182307059]Weaknesses-Opportunities (W-O): 
To compensate the absence of air conditioning, Hotel Plaza Nueva could implement seasonal discounts in warmer months to appeal to budget-conscious guests who prioritise cost over luxury amenities (O'Neill & Mattila, 2010). Providing reduced rates during peak summer seasons can increase occupancy while limiting the effects of the air conditioning problem. This strategy allows the hotel to sustain consistent revenue and attract budget-conscious travellers (Vives et al., 2018).
[bookmark: _Toc182307060]Weaknesses-Threats (W-T) Analysis: 
In response to threats from competitors, Hotel Plaza Nueva may consider investing in modest improvements, including portable air conditioning units, upgraded room furnishings, or improved sound insulation. Studies demonstrate that even small improvements can significantly raise guest satisfaction and improve competitive turnover (Lockyer, 2005). These improvements might minimise customer dissatisfaction and improve the overall guest experience without necessitating a full renovation.

[bookmark: _Toc182307061] Recommendations 
[bookmark: _Toc182307062][image: ]Recommendation 1: Install Air Conditioning
Installing air conditioning units at Hotel Plaza Nueva would directly resolve recurring guest complaints about room comfort, particularly during Granada's warmer months, and conform to industry standards of guest expectations in urban hospitality (Ali et al., 2015). Studies show that air conditioning frequently serves as a key factor in hotel selection for travellers, particularly international visitors from warmer regions who consider AC a standard convenience, influencing satisfaction and overall experience (Zhang et al., 2023). AC installation should be scheduled during the off-peak season to minimise disruptions, starting with premium rooms to manage costs and evaluate demand, a strategy proven to successfully match investment with guest requirements (Bilgiham et al., 2016). 
Change management will be important in this implementation. Employees must be trained in the operation and troubleshooting of the AC units, while maintenance teams should be equipped for routine maintenance to guarantee system reliability. Kotter (2012) asserts that effective improvements in hotel operations necessitate knowledgeable and involved staff members, as they directly influence guest perception and satisfaction. Jones, Hillier, and Comfort (2016) claim that staff involvement with the transition process improves the efficacy of new systems, while preserving service quality as Hotel Plaza Nueva adjusts to increased guest comfort requirements.
[bookmark: _Toc182307063]Recommendation 2: Improve Customer Service
Hotel Plaza Nueva could significantly improve customer satisfaction by instituting additional training focused on customer engagement and issue resolution (Wang et al., 2017). Travellers have consistently expressed dissatisfaction with the service's response to problems such as ineffective safes, malfunctioning refrigerators, and insufficient room cleanliness. One guest observed that their concerns received little to no response from the front desk, compromising their confidence in the hotel's dedication to guest care (Tripadvisor, 2024). Studies indicate that high-quality service experiences in hotels are frequently associated with proficient staff who address customer concerns effectively and politely (Ali et al., 2021). Focussing on communication skills, conflict resolution, and cultural sensitivity—crucial in a diverse tourist market such as Granada—allow staff to better meet the needs of international visitors (Ashill et al., 2008).
A systematic training program can start with interactive workshops addressing fundamental skills, such as active listening and conflict de-escalation. Role-playing exercises can assist staff in practicing responses to typical guest issues, promoting a proactive strategy (Wu and Li, 2015). To further develop these skills, the hotel should implement a continuous feedback mechanism, allowing managers regularly evaluate staff interactions and offer constructive feedback (Wang et al., 2017). Monthly performance evaluations facilitate continuous staff adaptation, which research suggests improves service consistency (Jawabreh et al., 2020). Moreover, integrating evaluations such as mystery shopper visits helps managers to obtain insights regarding service efficacy from a guest's viewpoint, assisting staff in concentrating on particular areas for improvement (Minghetti and Celotto, 2014).
Efficient change management is essential for securing staff commitment. Hotel Plaza Nueva might boost motivation by linking the advantages of training to personal and professional advancement, as research demonstrates that skill development increases job satisfaction and performance (Davidson et al., 2010). Kotter’s (2012) framework for change considers that involving employees in training objectives and explaining the connection between better service and customer feedback can promote commitment. Acknowledging employee contributions through minor incentives or a recognition program may raise motivation, as research indicates that such rewards strengthen employee commitment and minimise turnover (Ashill et al., 2008).
By creating an extensive training framework, introducing ongoing feedback mechanisms, and incentivising employees through acknowledgement, Hotel Plaza Nueva might improve its customer service standards. These initiatives are expected to boost guest satisfaction, strengthen loyalty, and fortify the hotel’s competitive standing in Granada.
[bookmark: _Toc182307064]Recommendation 3: Enhance Room Amenities
Customer feedback reinforces urgent requirements for room maintenance and cleanliness improvements, with reports of 'torn couches, stained bed covers, cracked shower screens, and poorly cleaned bathrooms.' Consistent upkeep and the replacement of deteriorated furnishings, along with rapid attention to cleanliness, are crucial to fulfil fundamental expectations and reinstate confidence in the hotel’s quality standards. To improve the guest experience and resolve complaints regarding room quality, Hotel Plaza Nueva should invest in upgrading its furnishings, incorporating essential amenities, and optimising room layouts. Today's travellers prioritise comfort and practicality in their lodgings, with research indicating that room designs and quality significantly impact guest satisfaction (Heide & Grønhaug, 2009).Modifying furniture while protecting traditional Andalusian architecture, complementing interiors and amenities that conform to contemporary standards, can also keep compliance with modern hospitality requirements, including comfortable bedding, ergonomic seating, and modern elements of décor, may improve room attractiveness (Tanic, 2024). Furthermore, incorporating in-room amenities such as coffee makers, upgraded toiletries, and sufficient storage corresponds with the changing expectations of tourists who anticipate more tailored and convenient hotel experiences (Cobanoglu et al., 2011).
A gradual upgrade strategy could help Hotel Plaza Nueva to manage expenses and reduce unexpected events. In the off-peak season, the hotel could start replacing damaged furniture and adding new amenities in high-demand rooms, eventually expanding renovations to additional rooms. Studies indicate that progressive renovations allow hotels to efficiently manage budgets while sustaining revenue through ongoing room availability (AlOtaibi et al., 2021). A moderate budget allocation can be designated for each phase, coupled with strict control of finances to make sure that upgrades remain within anticipated expenses. This phased strategy also affords the adaptability to modify the scope of renovations in response to feedback and demand.

[bookmark: _Toc182307065]Change Management
[image: Applying Kotter 8 Steps Model for change management]Employee involvement is a necessity for effective room changes, as staff are part of maintaining quality standards and addressing guest feedback (Gupta and Sharma, 2016). Instructing the housekeeping and maintenance teams to perform inspections on new furniture and amenities assures the continued use of these improvements, while directly impacting guest satisfaction (Davidson et al., 2010). Staff must be informed of the changes to successfully communicate these modifications to guests, which results in reaffirming the hotel’s dedication to improved comfort. Engaging staff in the upgrade process may increase their sense of ownership, promoting favourable attitudes towards the maintenance of the new features (Zhenjing et al., 2022).
Moreover, consistent repairs for new furnishings and facilities are also essential to extend their longevity and avert problems that may compromise guest satisfaction (Serrano, 2023). A proactive maintenance strategy follows to best practices in hospitality, as regular quality assessments help maintain higher service standards along with improving guest experiences (Longart, 2020). By engaging staff in maintenance and quality assessments, Hotel Plaza Nueva can optimise the benefits of its room upgrades and guarantee sustainable improvements in guest comfort and satisfaction.
[bookmark: _Toc182307066]Change Management Strategies 
Implementing substantial upgrades at Hotel Plaza Nueva, including air conditioning installation, customer service training, and room renovations, necessitates a systematic approach to change management that will guarantee seamless adoption, manage resistance, and promote staff engagement. Kotter’s 8-Step Model offers a renowned framework for facilitating organisational change within the hospitality industry (Kotter, 2012).
I. Create Urgency: Start by informing staff about the importance of these changes for preserving Hotel Plaza Nueva's competitive position in Granada's hospitality sector. Highlighting the increasing expectations of guests regarding comfort and service quality might help staff in understanding the necessity of these changes for sustained success (Kotter, 2012).
II. Form a Powerful Coalition: Put together a change management team containing department leaders, experienced front-line staff members, and delegates from maintenance and customer service. A collaborative team cultivates a unified vision and dedication, facilitating the implementation process (Hayes, 2002).
III. Create a Vision for Change: Create an individual goal that focusses on how these changes are going to improve guest experience and strengthen the hotel's reputation and success. Employees are more inclined to support changes when they recognise the beneficial effects on both the hotel and their positions (Armenakis et al., 1993).
IV. Communicate the Vision: Regular communication is necessary. Management should utilise staff meetings, email updates, and training sessions to reinforce the vision and keep employees informed about progress, and as a result lowering uncertainty and fostering confidence in forthcoming changes (Slack et al., 2010).
V. Remove Obstacles: Identify and address potential barriers to change, such as a lack of training or resource limitations. For instance, offering hands-on training for new equipment like air conditioning units and customer service protocols can help staff feel prepared and competent (Hayes, 2002).
VI. Create Short-Term Wins: To maintain motivation, create and celebrate minor milestones, such as the successful completion of a training module or the installation of air conditioning units in the initial phase of rooms. Acknowledging these achievements generates enthusiasm and promotes confidence in staff regarding favourable results (Kotter, 2012).
VII. Build on the Change: Support ongoing improvements by soliciting feedback from staff and customers regarding the changes that have been made. This feedback may guide the following stages of room renovations and pinpoint additional areas for improvement (Armenakis et al., 1993).
VIII. Anchor the Changes in Culture: To guarantee long-term success, incorporate these changes into the hotel's fundamental values and operational procedures. Consistent refresher training and recognition initiatives can facilitate the integration of these changes into the culture of Hotel Plaza Nueva, cultivating a service-oriented and adaptable workforce (Barreto and Mayya, 2023).
By following to Kotter’s 8-Step Model, Hotel Plaza Nueva can successfully carry out its strategic changes, cultivating an inviting work atmosphere that promotes ongoing improvement and raises guest satisfaction.



[bookmark: _Toc182307067]Impact Measurement 
[image: What is impact measurement? Four essential steps - ImpactInstitute]To precisely measure the effects of its recent improvements, such as air conditioning, better client service, and room renovations—Hotel Plaza Nueva should adopt a systematic methodology utilising key performance indicators (KPIs). These metrics offer insight into the success of the modifications in meeting guest expectations while strengthening overall hotel performance (Ishaq Bhatti, 2014).
[bookmark: _Toc182307068]Customer Satisfaction Scores: 
Constantly measuring customer satisfaction through post-stay surveys is essential. Hotel Plaza Nueva is able to evaluate guest responses of the upgrades through integrating queries regarding room comfort, service quality, and amenities (Wu and Li, 2015). Higher scores in particular domains, such as room quality and service interaction, suggest that the adjustments are positively impacting guests, while decreasing scores show areas requiring additional refinement.
[bookmark: _Toc182307069]Repeat Bookings: 
Repeat business is a reliable measure of customer loyalty and satisfaction. By monitoring the frequency of repeat customers, the hotel can determine whether the modifications contribute to a favourable perception that motivates visitors to select Hotel Plaza Nueva once more. Studies indicate that pleased travellers are more inclined to become repeat clients, resulting in consistent revenue and possibly reduced marketing expenses (Shoemaker & Lewis, 1999).
[bookmark: _Toc182307070]Online Reviews and Ratings: 
Monitoring online reviews on platforms like Tripadvisor and Google helps Hotel Plaza Nueva to receive immediate feedback from guests (Figini et al., 2020). An evident boost in review ratings, particularly regarding room comfort and service quality, would indicate that guests appreciate the recent modifications (Rauch et al., 2015). Positive feedback strengthens the hotel's online reputation and attracts potential guests who depend on reviews for their booking choices.
[bookmark: _Toc182307071]Staff Feedback and Observations: 
Ultimately, consistent feedback from employees generates internal insights regarding operational efficiencies and guest satisfaction. Employees can provide insightful feedback on guest responses, allowing management to recognise necessary immediate modifications to improve the guest experience (Davidson et al., 2010).
By constantly tracking these KPIs, Hotel Plaza Nueva can evaluate the efficacy of its upgrades, implement informed modifications, and maintain superior performance in Granada’s competitive hospitality sector.













[bookmark: _Toc182307072]Action Plan 
Implementing air conditioning, customer service training, and room changes at Hotel Plaza Nueva necessitates a definitive action plan, including precise budgeting and designated responsibilities. The following is an in-depth examination of each recommendation, covering projected expenses obtained from industry sources.
	Problem
	Solution
	Desired Outcome
	Timeline
	Completion Date
	Budget
	Responsible Parties

	Absence of air conditioning
	Install PTAC units in 15 rooms
	Increase comfort, reduce complaints related to room temperature
	3 months
	3 months from start
		€21,750



	



	Facilities Manager, External HVAC Vendor

	Service quality inconsistency
	Customer service training program
	Improve guest satisfaction through better service consistency
	2 months
	2 months from star]
	€10,000
	HR Manager, Training Consultant

	Outdated room furnishings and layout
	Upgrade furniture and add amenities
	Improve comfort, visual appeal, and guest experience
	4 months
	4 months from start
	 €68,750
	Project Manager, Housekeeping, Procurement





[bookmark: _Toc182307073]Air Conditioning Installation: 
Installing air conditioning is critical to enhancing guest comfort, especially during warm months. For Hotel Plaza Nueva’s 25-room property, installing Packaged Terminal Air Conditioners (PTAC) in 15 rooms offers a cost-effective solution, as these units are commonly used in hotels for their dual heating-cooling capacity and straightforward wall installation (LOC International, 2023). At an estimated cost of €1,200 per unit and installation fees of €250 per unit, the total for equipment and installation is approximately €21,750 (homeyou.com, 2024; Oliver Dyer’s, 2024), considering a reduction for multiple pieces. Installation over a three-month period in the off-peak season will minimize guest disruption. The Facilities Manager will coordinate with an HVAC vendor to ensure safe and compliant installation.
[bookmark: _Toc182307074]Customer Service Training: 
Strengthening customer service can considerably influence guest satisfaction, since skilled staff manage interactions more efficiently and address complaints quickly (Ali et al., 2021). The hotel will allocate €10,000 for a two-month training program focussing on communication, cultural sensitivity, and problem-solving skills. The HR Manager, in collaboration with a hospitality training consultant, will carry out training sessions that include feedback processes, such as post-training evaluations, to verify the effective application of skills in guest interactions. This program seeks to boost service consistency, a crucial factor in building customer loyalty.
[bookmark: _Toc182307075]Room Furnishing and Layout Upgrades: 
Improving the decor of Hotel Plaza Nueva to integrate modern and traditional elements is a strategic investment that will significantly improve guest experience and justify increased room rates. The expense of such an upgrade varies according to the quality of materials, the complexity of the design, and the labour required.
[bookmark: _Toc182307076]Cost Breakdown:
· Ergonomic Chairs: Approximately €150 each (Conforama, 2024).
· Ergonomic Mattresses: Estimated at €500 per unit (IKEA, 2024).
· Updated Bedding Sets: Around €200 per set; each room will receive three sets (El Corte Inglés, 2024; Zara Home, 2024).
· In-Room Coffee Makers: Estimated at €100 per unit (Amazon Spain, 2024; MediaMarkt, 2024).
· New and Refurbished Decor: Budget of €1,000 per room to combine new decor and refurbished pieces that combine modern and traditional styles (Maisons du Monde, 2024; Kave Home, 2024; Wallapop, 2024).
· Interior Designer Fees: Hiring a professional interior designer in Spain becomes essential for achieving a unified visual. In Spain, interior designers generally charge between €50 and €150 per hour, depending upon their experience and the project's complexity, considering the refurbishing of the exiting amenities. With an average rate of €100 per hour and an estimated 100 hours of work, the total fee would amount to €10,000, taking into account also the amenities (Houzz Spain, 2024; Habitissimo, 2024).
· For 25 rooms, the estimated total cost is:
· Ergonomic Chairs: €150 x 25 = €3,750
· Ergonomic Mattresses: €500 x 25 = €12,500
· Bedding Sets (3 sets per room): €200 x 75 = €15,000
· Coffee Makers: €100 x 25 = €2,500
· New and Refurbished Decor: €1,000 x 25 = €25,000
· Interior Designer Fees: €10,000
Total Estimated Cost: €3,750 + €12,500 + €15,000 + €2,500 + €25,000 + €10,000 = €68,750
This investment is expected to bring in substantial returns through increased customer satisfaction and higher room rates. The project will focus on high-demand rooms, implementing upgrades in a gradual way over four months to control expenses and reduce guest disruption. The Project Manager will supervise the quality and integration of furnishings and decor, collaborating with Housekeeping and Procurement to ensure effective implementations and uniform quality evaluations.
[bookmark: _Toc182307077]Cost-Benefit Assessment
· Total Project Cost: €100,500, covering air conditioning, customer service training, and room upgrades.
· Revenue Potential: With a 50% occupancy rate and room rate increase from €50 to €60, the hotel could earn an additional €45,000 annually, leading to a payback period of about 2.2 years.
· Benefits: Improvements in guest comfort, service quality, and room redesign should increase guest satisfaction, leading to positive reviews and potentially more repeat visitors.
· Risks: Revenue depends on maintaining at least a 50% occupancy rate. Competitor pricing and project disruptions are also factors to monitor.
The plan is practical, with a adaptable payback period and likely benefits from improved guest satisfaction and constant seasonal revenue.

[bookmark: _Toc182307078]Conclusion 
This consultancy report has identified critical operational and strategic issues affecting Hotel Plaza Nueva’s performance and reputation in Granada’s competitive hospitality industry. Guest dissatisfaction is caused by several key factors, including improper air conditioning, poor noise insulation, outdated room decor, and variable service quality. The issues are apparent in online reviews, which frequently cite discomfort, noise disturbances, and dissatisfaction with old furnishings and minimal amenities. These factors have negatively impacted the hotel's market position, diminishing its attractiveness for today's travellers who increasingly demand higher standards of comfort, design, and service.
This report proposes a series of specific changes and strategic modifications to tackle these challenges. The installation of air conditioning is prioritised to solve the discomfort complaints during warmer months, fulfilling the essential requirement for climate control in a contemporary hotel. Implementing customer service training is essential to improve staff responsiveness and maintain consistent service quality. Improving room furnishings and decor to integrate traditional Andalusian aesthetics with contemporary amenities will distinguish the hotel to culturally inclined travellers as well as improve the overall guest experience.
The proposed actions are anticipated to help improve guest satisfaction, online reputation, and booking rates, supported by industry research indicating that superior amenities and service quality directly correlate with heightened guest loyalty and occupancy rates. Gradual upgrades in these areas will assist Hotel Plaza Nueva in building a reputation as a comfortable, stylish, and customer-focused establishment.
Hospitality Edge Solutions shows its appreciation to Hotel Plaza Nueva for the opportunity to assist in its development. The suggested upgrades correspond with modern day guest expectations and industry standards, positioning the hotel competitively for success in the increasingly competitive Granada market. By executing these strategies, Hotel Plaza Nueva can cultivate sustainable growth, profitability, and customer loyalty. Hospitality Edge Solutions is available to offer continuous support for these initiatives and future projects, including the implementation of sustainable practices and digital guest services that correspond with wider industry trends and guest preferences. By implementing these strategies, Hotel Plaza Nueva will gain a competitive advantage while strengthening its position in Granada's vibrant hospitality sector.
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Customer Reviews Tripadvisor
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Ray B wrote a review Jul 2013
Huntington Beach, Calfornia -1 contribution - helpful vote:

©0000

Apartamentos Plaza Nuevo

Irented a 2 bedroom apartment not too far from the hotel. | booked this through Booking.com
and It stated that all apartments had air conditioning and a fully stocked kitchen. There was no
air conditioning. There were only 5 glasses and they were not all of the same size. Only 1 small
cereal bowl. Very few other things in the kitchen. | asked about getting some wine glasses but |
only got a shrug. We had barely enough things to scrape together a dinner.

There were lots of broken knobs on furniture, missing outlet bulb, a nonworking receptical, etc.
etc. The management and care of this place really shows a lack of respect for their customers. |
have never seen a more poorly maintained apartment.

Read less A
Date of stay: July 2013

Trip type: Traveled with family
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Apartamentos Plaza Nuevo

Irented a 2 bedroom apartment not too far from the hotel. | booked this through Booking.com
and It stated that all apartments had air conditioning and a fully stocked kitchen. There was no
air conditioning. There were only 5 glasses and they were not all of the same size. Only 1 small
cereal bowl. Very few other things in the kitchen. | asked about getting some wine glasses but |
only got a shrug. We had barely enough things to scrape together a dinner.

There were lots of broken knobs on furniture, missing outlet bulb, a nonworking receptical, etc.
etc. The management and care of this place really shows a lack of respect for their customers. |
have never seen a more poorly maintained apartment.

Read more v
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Ellen G wrote a review Sep 2012
(Chicage, lincs 15 contibuions - helpfulvere
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A hotel that redefines the meaning of “loud"!

The hotel s situated right i the heart of a large ploza flanked with bars and restaurants, that
also happens to be the ending point for alot of of streets with more bars and restaurants. Also,
jht down the hillfrom the Alhambra. What does this mean? It means that there are people
talking, laughing, yelling, partying, fighting, restaurants dumping glass bottles, etc, RIGHT
OUTSIDE OF YOUR WINDOW 24 hours @ day. This hotel redfines the word loud. Even with very
strong earplugs and sleeping pills, it was practically impossible to sleep.

My husband and 1 are in our early 30's, and i
Recdmore v

‘@ happening neighborhood full of bars and

Date of stay: September 2012
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Wonguh wrote o review Nov 2011
Palo A, Calforn -9 contrbutions - 6 helpfl votse

©0000

absent reception

When we arrived there was a sign on the reception desk saying "be right back" in 5 languages.
We waited for 10..20..30+ minutes. We walked around the entire place (very small) calling out for
anyone, but no one appeared. Finally we had to go to the hotel next door. | think a wait of 10
‘minutes is undesirable but acceptable, but 30+ minutes is inexcusable. When | called later, the
‘man n the reception area said he could not refund our prepaid reservation. extremely
frustrating.

Readmore v

Date of stay: Noverber 2011
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©0000

What a dump!

Please do not stay at this hotel. We are traveling with two small children, the booking site we
used suggested the "suite". This is hardly a suite, but the problem s the lack of cleanliness, the
airconditionig doesn't work right, the parking is far away an it all feels very disgusting. | booked
this hotel for the location, which s the only point it has in favor. | have seldom stayed at a less
hygienic hotel, there seem to be bugs and flies everywhere, please stay away. Bed was full of
from prior guests!

Readmore v
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DIRTY AMONGST OTHER THINGS!

We chose this hotel because of t's rating. That was a mistake. When got there the front desk
said our room was not ready yet. After about two hours or so, we went up to the room. The room
looked like it had not been swept in a while and under the rim of the toilet bowl had not been
cleaned. Also the mini fridge didn't work either. We complained to the front desk and the guy
that was there said the cleaning ladies had gone for the day but he would take care of the
cleaning. So we went out and about in town, when we came back he had agreed that the room
was not properly cleaned and he seemed disheartened by it and that there was nothing he

‘could do about the fridge. though he never made mentioned about putting us in a different
Recdmore v
Dato of stay: September 2016
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Shocked

Stayed here recently for  night thank god. Went for the suite as it had a terrace/balcony. One
would think the suite would be good. We both were shocked on entering the room - no mattress.
cover, couch not it for  dog - torn in corner and stained. Bed cover stained. we slept on top of
sheets. The whole room was unloved and unkept. Bathroom had cracked shower screen and
‘again did not appear clean - despite the heat neither of us could bring ourselves to have a
shower. It was very very disappointing. | cancelled a cheaper hotel for this hotel - if only | could
turn the clock back..
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