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[bookmark: _Toc65159745]Executive SummaryThe organisational consultancy helps to improve the structure of the business and the efficiency of the processes to meet business goals. This report has been formulated to analyse the poor performance of the front desk of Trebovir Hotel to understand their impact on the reputation and customer satisfaction of the hotel. Trebovir Hotel is experiencing a low rate of room occupancy for poor customer support from the front desk. Hotel guests do not get immediate answers from the front desk to receive room services on schedule or food and beverage orders from the hotel rooms. The hotel is currently undergoing negative customer feedback with poor front desk facilities. The front desk does not manage room service schedules for hotel guests before arrival and after departure. The front desk and housekeeping department does not respond to visitors' requests and lacks swift services. To provide sufficient consultancy advice to the hotel, this report has to evaluate the strengths and weaknesses of the hotel and identify the opportunities and threats of the business environment with the help of SWOT analysis and PESTLE analysis. To understand the guest dissatisfaction journey of Trebovir Hotel, the Kubler Ross Theory is used in this report to understand how their emotions are gradually raised in different stages of their hotel room occupancy.
From the investigation of this report, it is found that the low performance of the Trebovir Hotel's front desk department has adversely affected the hotel's room occupancy level and annual earnings. The delay in answers from the front desk has lowered the contact ratio between the hotel's prospective guests and many of them cannot locate anyone on social websites or over the phone to answer their questions or to access the requisite details about the reservation system or the hospitality facilities. Therefore, owing to the delayed reactions from the front desk, the hotel has lost a large number of visitors. Due to the poor reactions from the front desk, 24% of room occupancy at Trebovir Hotel was reduced in 2019. It reduced up to 37% of the hotel's total annual revenue and received 4 percent negative feedback on this issue. Improper use of database software and online booking software allows inadequate hotel guest records and front office workers have wasted a lot of time storing guest information that should have been achieved by merely handling the software for POS and reservation processing. The Trebovir Hotel's front desk department has also had a negative effect on the housekeeping department's efficiency due to the improper communication between the demands and supplies of visitors. Therefore, owing to inadequate front desk activities, the efficiency reviews of the other divisions are also decreasing.
It is suggested learning modern information software is required to be used in order to book hotel rooms for them and hold special notes according to the preferences and wishes of prospective visitors, the front desk staff must become guest experts. Whenever any change is made, Front Office must have access to maximum guest information to update them and should have a proper understanding of the following guest's culture and language to provide them with a warm welcoming environment. Trebovir Hotel should keep training the front desk staff to improve the front office operations that can help them to provide a better guest experience. Trebovir Hotel has to give a faster pace of responses to the guests to reduce the waiting time and become as friendly as possible to keep conversations. The front desk should be always available at the reception to keep the sudden requests of the guests. The front office employees should be given proper resources to prioritise their operations to keep organised hotel environment and keep interrelationship between the departments. 
The proper analysis of the current efficiency of the front desk services of Trebovir Hotel and the improvements suggestions can increase the reputation of the hotel in the hospitality industry and attract more local and foreign tourists. The proper business strategies and the consultancy advice of this report can improve the profitability of the hotel in the long-term period.


[bookmark: _heading=h.gjdgxs][bookmark: _Toc65159746]IntroductionOrganisational consultancy provides independent advice for optimising the business processes and efficiency to utilise organisational resources appropriately. This report is established as a consultant to provide suggestions to the client organisation for solving the business problems that have been addressed. Trebovir Hotel is experiencing a low rate of room occupancy for poor customer support from the front desk. The hotel guests are not receiving quick responses from the front desk to get room services on time or place an order of foods and beverages from the hotel rooms. This report has been formulated with the purpose of analysing the poor performance of the front desk of the hotel to understand their impact on the reputation and customer satisfaction of the hotel. This report also purposes to identify the competitive strengths and weaknesses of the hotel by developing SWOT analysis and PESTLE analysis. These two analytical models are used in this report to evaluate the internal and external environment of the hotel to increase the quality of room services and front desk services according to the impacts of the environmental factors. Besides, two more theories- Kubler Ross Theory and S Model Theory are implemented in this report to evaluate the impact of poor customer services on customer satisfaction of the hotel. These theories help to generate business strategies to improve hospitality services of the hotel to increase the satisfaction level of the customers and retain them for a longer period.

[bookmark: _Toc65159747]Scope & AnalysisTrebovir Hotel of London provides elegant accommodation, spacious designer rooms, and modern furnishing to give luxury experiences to the guests. This is a three-star hotel and it is located at 8-20 Trebovir Rd, Earl's Court, and London. This hotel was established in 2001. This hotel occupies two adjacent townhouses that were established in the 19th century and there are a total of 120 rooms available in the hotel (Shin and Kang, 2019). The hotel is residing in an attractive location as it is 3 minutes’ walk away from Earl Court tube station and one mile away from the natural history museum. Many visitors from home and abroad stay at the hotel for the attractive location of the hotel near the tourist spots such as Kensington Palace, Royal Albert Hall, The British Museum, ZSL London Zoo, Olympia London, Hyde Park, Stamford Bridge, etc. (Szende and Reddy, 2017). Trebovir Hotel offers traditional warmly decorated rooms with free Wi-Fi, air conditioners, ironing facilities, hairdryer, toiletries, and flat-screen TV. The hotel has tea and coffee-making facilities and a complimentary continental breakfast. Currently, the hotel is experiencing bad customer reviews for poor front desk services. The front desk is not maintaining room service scheduling before arrival and after the departure of the hotel guests. The front desk and housekeeping department is not responding to the queries of the guests and giving quick services (Meagher, 2017). Before suggesting consultancy advice, it is important to evaluate the strengths and weaknesses of the hotel and identify the opportunities and threats of the business environment with the help of SWOT analysis and PESTLE analysis. These two models of Trebovir Hotel are presented below:
SWOT Analysis
	Strengths
	Weaknesses

	· Trebovir Hotel provides high-valued hospitality services compared to the paid prices and quality of the services (Kim, 2011).
· Trebovir Hotel has 120 rooms including single rooms, twin rooms, double rooms, triple rooms, and large quad/family rooms with luxury amenities (Shao, 2017). 
· Trebovir Hotel is located in an attractive tourist spot to attract more customers.
· Trebovir Hotel has a strong band image due to its strong marketing and promotional policies (Amcher, 2016).
	· Trebovir Hotel has low guest communication to maintain guest satisfaction (Cook, 2018).
· Trebovir Hotel does not have updated the classic rooms with modern décor and furniture.
· Trebovir Hotel has limited car parking facilities and it is expensive for the guests to park their cars in nearby buildings (Batt, 2018).
· Trebovir Hotel has a poor interrelationship between the departments and it makes delay in serving the guests (Levy, 2013).

	Opportunities
	Threats

	· Trebovir Hotel can improve social media communication to build relationships with potential customers from home and abroad (Deng, 2015).
· Trebovir Hotel can provide more modern amenities to increase the standard of the hotel (Mosley, 2017).
· Trebovir Hotel can perform corporate social responsibilities for the recognition of the hotel’s dominant position (Adirestuty, 2019).
	· The competitors can give promotional offerings and discounts in hotel room bookings and it can reduce the room occupancy of Trebovir Hotel (Meagher, 2017).
· Trebovir Hotel can be influenced by the changing regulations in tourism after coronavirus (Makinen, 2017).



PESTLE Analysis 
Political Factor: The political environment impacts the legislation and regulations of running hotels in a particular country and Trebovir Hotel has to follow legislation and regulations of the UK government to run the operations and hospitality services of the hotel. The political stability and high infrastructure of the country attract many tourists from home and abroad and increases the possibility of Hotel revenue of Trebovir Hotel (Carvalhoa and Duartea, 2016). Trebovir Hotel follows the new immigration policies of the government and follows the mandatory 10 days lockdown policy of the government to control coronavirus. Trebovir Hotel maintenance health and safety act for this security of the hotel guests.
Economic Factor: Trebovir Hotel has to consider the currency rate of different countries for the international residents into the hotel. Trebovir Hotel has different drones for different price ranges to provide budget-friendly accommodation services. The UK is experiencing a recession due to the coronavirus pandemic and Trebovir Hotel has reduced the prices of the hotel rooms to attract visitors (Padma and Ahn,2020). The government of the UK increases VAT during budget deficiency Trebovir Hotel also makes changes to the prices of the hotel rooms according to the rate of VAT.
Social Factor: The UK is a country that has attracted many immigrants over the years and people from different corners of the world regularly visit this country for business or personal purposes. Trebovir Hotel considers the lifestyle of the potential guests and decorates the hotel rooms with amenities that match their lifestyle (Keshavarz and Jamshidi, 2018). Trebovir Hotel provides continental foods and beverages for the hotel guests and alpha ranges programs in different social and religious events like Christmas, New Year, etc.
Technological Factor: Technology helps to retain the satisfaction of the hotel guests by providing them luxury hospitality services and making easy communication. Trebovir Hotel uses modern equipment and electronics in the hotel rooms to provide luxury and comfort to the guests during their residence. Trebovir Hotel also uses social media tools to communicate with potential guests and answer their queries (Mehmood and Ashfaq, 2016). Trebovir Hotel promotes different promotional discounts of the hotel rooms on the social website to attract guests. Trebovir Hotel also uses modern software for retaining guests' information and keeping their information secret. The technological equipment makes room service, room cleaning, record keeping, food preparing, communication, etc. easier.
Legal Factor: The legislative rules of the government controls the hospitality operations of Trebovir Hotel and influence the hotel decisions. Trebovir Hotel has to follow the Digital Economy Act 2010 to decrease the illegal file-sharing of customers and control the share of information for the Wi-Fi internet connections (Chauhan and Negi, 2018). Trebovir Hotel follows employment law to employ people for suitable job positions and the health and safety act to provide safety for the guests. It also uses the patent act and trademark act to protect the intellectual properties of the hotel.
Environmental Factor: Environment controls the competitive position of any industry and it is the most uncertain factor that an organisation can predict. Sudden environmental calamities and natural disasters such as earthquakes, floods, cyclones, tornadoes, etc. can reduce the number of visitors in the country and hotel room occupancy of Trebovir Hotel (Alqahtani and Atkins, 2016). Trebovir Hotel has to predict the demand for hotel rooms in different weather and seasons of the country to make adjustments and pricing of the rooms.

[bookmark: _Toc65159748]Main BodyThe guest dissatisfaction of the hotel emerges from different stages from the time of their arrival and gradually their dissatisfaction increases and is shown by emotions and expressions of the guests (Sim and Jones, 2016). To understand the guest dissatisfaction journey of Trebovir Hotel, the Kubler Ross Theory is used in this report to understand how their emotions are gradually raised in different stages of their hotel room occupancy.
Kubler Ross Theory
Kubler Ross Theory is a model that evaluates the five stages of experiencing grief as the customers go through a series of five emotions (Jacob and Rennings, 2017). This model can help to understand the satisfaction stages of the hotel guests due to poor services from the front desk and housekeeping departments. These five stages are-
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Figure: Kubler Ross Theory
(Kim and Park, 2017)

Denial: At the denial stage, the guests of Trebovir Hotel deny the improper front desk and room services and there pretend that they have misinterpreted the quality of hospitality services (Coyle and Dale, 2018). The room guests hide their emotions and sorrow for the journey and they try to defend the intensity of the situation.
Anger: The repetitive poor functioning of the front desk and room services of Trebovir Hotel make the guests angry and it creates a feeling of bitterness and resentment for the hotel experience (Vigo and Beleggia, 2014). The guests can misbehave with hotel staff or show their fury to others due to their rage on the hospitality services.
Bargaining: After expressing anger and rage, the hotel guests try to bargain with 'what if' statements (Ustrov and Ryan, 2016). The guests try to make false hope that the hospitality services will be upgraded after hearing their complaints and they want to negotiate to get better facilities to remove their grief.
Depression: Depression is a present emotional statement after experiencing grief and it presents emptiness after realizing the reality (Hartline and Jones, 2016). The guests come to the facts that they are not receiving their expected services from the hotel and this raises depression due to the feeling of hopelessness. 
Acceptance: This is the last stage at which the guests accept the faults in the hospitality services of Trebovir Hotel and they try to adjust to the current facilities that they are receiving. They try to accept the 'new' reality and feel neutral not to get 'good' experiences (Schlesinger and Heskett, 2014). They try to make adjustments and readjustments for strengthening the relationship with the hotel.

How to improve operations of the front desk and housekeeping department
Trebovir Hotel is receiving many customer complaints about the unsatisfactory services from the front desk department. The hotel has to immediately resolve this issue by implementing different strategies and management techniques to improve the efficiency of the hospitality services provided by this department (Harris, and Reynolds, 2016). Trebovir Hotel has to improve its staff training programs for increasing the efficiency of the employees and evaluate the factors of the environment that impact the quality of the hospitality services and the expectation of the guests.
Every hotel is mostly dependent on the hotel front office management to retain the existing guests and create a brand image by establishing high guest services (Rogers, 2017). Trebovir Hotel receives a major contribution from the front desk because it aligns between the hospitality services of different departments and directly communicates with the guests to answer their queries for providing necessary information. The front desk represents the quality standard of the hotel and therefore, the front desk services of the hotel need to improve their operations to provide a top-notch guest experience (Kazandzhieva and Filipova, 2017). Trebovir Hotel can improve its front office operations by adopting the below management techniques:
Guest Specialist: The front desk team has to become guest experts to understand what just information is needed to be included to book hotel rooms for them and keeping special notes according to the requirements and needs of the potential guests (Chevers and Spencer, 2017). The front office has to get access to maximum guest information to update them whenever any change is made and should have a proper understanding of the culture and language of the following guests to give them a warm welcoming environment.
Staff Training Programme: Trebovir Hotel should keep training the front desk staff to improve the front office operations that can help them to provide a better guest experience and inform them about the latest software applications that can improve their information management system (Milan and Bebber, 2015). The front desk members should be given training on communication and language proficiency so that they can easily interact with the customers over the telephone, social media, or face-to-face conversation.
Be Present at all Time: Trebovir Hotel has to ensure that the front desk is never empty and at least one front desk staff must stay at the reception to receive the guests at their arrivals or provide necessary services and respond to the guests (Sim and Jones, 2016). Trebovir Hotel has to give a faster pace of responses to the guests to reduce the waiting time and become as friendly as possible to keep conversations. The front desk should be always available at the reception to keep the sudden requests of the guests.
Enhancing Organisation Skills: Trebovir Hotel must improve the organisation skills of the front office staff because they are the main point of contact and keeping the request of the guests. The front office employees should be given proper resources to prioritise their operations to keep organised hotel environment and keep interrelationship between the departments (Yu and Jai, 2017). The organisation skills of the front desk would ensure the capability of handling the daily operations and addressing the queries and keeping the requests of the guests.
Trebovir Hotel has both good and bad aspects of its front desk operations and improvement strategies should be developed by maintaining the balance between the positive and negative aspects of the operations. From the investigation of the current problem of Trebovir Hotel, it is clearly understood that some changes should be made to the front desk operations to reduce the complaints from the hotel guests (Zhang and Bose, 2019). The front desk of the hotel is yet capable to perform some operations effectively and efficiently that need to remain exactly to be the same.
Based on the analysis of the front desk operations of Trebovir Hotel, it is suggested that the front desk has to change some manual equipment to install the latest technology into the hotel front office system. The front desk needs to use a mobile key to bring down the key ways of guests waiting for reducing the front desk traffic (Zheng and Kincaid, 2019). The front desk has to use a Property Management System or PMS to gather significant information relating to the reservation, preferences, habits, and capacity of rooms of the guests. The front desk of the hotel also needs to recruit new staff to handle the pressure at the reception area to attend phone calls and answer the social messages on chat boxes to provide quick responses to the potential and existing guests.
Some of the existing front desk operations are not needed to be changed as they are up to the standard for providing exclusive hospitality services to the guests. The front desk staff of Trebovir Hotel should continue to maintain the understanding of cultural aspects of the foreign guests to give them a welcoming environment into the hotel and give them information by maintaining a proper communication with their language proficiency of British English (Wu and Liao, 2018). The front desk should also maintain its concierge services as well keeping the records of information or receiving documents or other things on behalf of the guests when they are not present at the rooms. The updated knowledge of currency rate and immigration policy should be continued to be practiced at the front desk of Trebovir Hotel as well.

[bookmark: _Toc65159749]Findings & ResultsTrebovir Hotel is facing the problem of high guest complaints of the front desk services and it has also impacted the brand reputation of the hotel as well the hotel revenue. Trebovir Hotel is experiencing a low rate of room occupancy for poor customer support from the front desk. The hotel guests are not receiving quick responses from the front desk to get room services on time or place an order of foods and beverages from the hotel rooms (Smart and Ding, 2021). The guests do not receive quick responses from the front desk staff to get answers to their queries or responses to their requests. It has increased the waiting time of the hotel and the unsatisfied guests are not willing to receive the hotel in the future (Prais and Wagner, 2019). During the departure of the hotel guests, a feedback form is given to understand their satisfaction level and recommendations for improving the hospitality services of Trebovir Hotel. After analysing the feedback forms from the guests it is found that a significant number of guests remain unsatisfied with the hotel's services. The following chart shows the percentage of dissatisfaction of the guests for different services of front desk operations:
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Figure: The guest dissatisfaction rate of different front desk services in Trebovir Hotel
(Al-Gharaibah, 2020)
The guests of Trebovir Hotel are not getting answered for their special requests because the front office members may forget to keep special notes on request or do not feel urged to give quick responses to provide necessary service upon the request of the guests. The hotel staff at the front desk is not comfortable using the latest technology to keep automated booking of the hotel rooms and it increases the queue of reservation (Debra Cascardo, 2018). The hotel staff does not quickly respond to the queries of the potential guests to help them to make decisions about booking any room of their preference and the unavailability of front desk staff also increases the level of dissatisfaction of the guests. In Trebovir Hotel, the automated booking services cannot provide quick confirmation of the booking rooms and therefore many potential guests cancel their reservation or booking of the hotel rooms. The front desk employees of Trebovir Hotel are not also capable of providing fast answers to the questions to fulfill the queries of the guests over the telephone or during a face-to-face conversation (Stavrinoudis and Psimoulis, 2017). The poor hotel services from the front desk represent a bad image of the hotel in front of the guests and the reviews of the hotel shared on different social media also discourage new potential guests to visit the hotel.
The front desk staff of Trebovir Hotel is not flexible to use the modern technology in different departmental operations and therefore it increases the waiting time for the guests. The inadequate knowledge of the latest technology and lack of proper training has limited the scope of implementing available hotel management software tools and techniques in different font office operations (Hu and Juwaheer, 2019). The front office of the front desk is mainly dependent on manual activities that decrease the efficiency of front office services and the lack of enough resources also creates barriers for the front office staff to utilise the latest equipment and technology for improving the front desk services.
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Figure: The use of hotel software in Trebovir Hotel
(Li and Hu, 2020)
The poor efficiency of the front desk department of Trebovir Hotel has impacted negatively on the room occupancy ratio and annual profit of the hotel. The delay of responses from the front desk has reduced the communication ratio between the potential guests of the hotel because many of them do not find any person on the social websites or over the phone to get answers to their queries or to get the necessary information on the booking system or about the hospitality services (Faché, 2020). Therefore, the hotel has lost a significant number of guests because of the delayed responses from the front desk. In 2019, 24% of room occupancy has been reduced in Trebovir Hotel due to the poor responses from the front desk. It has reduced up to 37% of the total annual revenue of the hotel and received negative feedback for this issue increased by 4% (Olimovich, 2020). Improper application of information software and online booking software makes insufficient information about the hotel guests and the front office staff has to spend a lot of time maintaining guest information that could have been done by simply managing the POS and reservation management software (Heung, 2020). The front desk department of Trebovir Hotel has also negatively impacted the performance of the housekeeping department because of the improper coordination between guests' demands and supplies. Therefore, the performance feedback of the other departments is also declining due to the inefficient front desk operations.

[bookmark: _Toc65159750]Action Plan	No.
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	1.
	Delay in guest responses
	To recruit new front desk staff at the reception area to provide fast services and hiring social media executives to communicate to the potential guests and answering their queries in chat boxes or social posts (Dominici and Palumbo, 2017).
	The guests will receive quick responses from the front desk to get answers to their queries or to get the services upon their requests (Swanson and Hsu, 2017). It will also attract new guests by giving them quick answers to their queries and helping them to book hotel rooms.
	2 months
	30 April, 2021
	£10,000

	2.
	Poor reservation management
	To install reservation software to get automated updates of arrivals and departures of the hotel guests and keeping proper records of guests' information into the system such as their names, nationalities, passport number, arrival, and departure date, room number, additional fees, etc. (Dinnen and Hassanien, 2018).
	The front desk can easily modify the information whenever it is needed and the front staff does not have to spend most of their time on keeping the records manually (Ottenbacher, 2017). Therefore, they would be free to look out for other front desk services that will remove queues of the waiting guests.
	3 months
	31 May, 2021
	£25,000


[bookmark: _Toc65159751]RecommendationsTrebovir Hotel has received several consumer reports from the front desk department about unsatisfactory facilities. To maximize the efficacy of the hospitality services rendered by this department, the hotel must urgently address this problem by introducing multiple tactics and management techniques (Mehrjerdi, 2017). Trebovir Hotel can follow the below suggestions to improve its front desk operations:
· It should train the front desk staff to improve the front office operations that can help them to provide a better guest experience.
· It should install the latest software applications that can improve the information management system of the front desk (Pizam and Ellis, 2019).
· It should install reservation software to get automated updates of arrivals and departure of the hotel guests and keep proper records of guests’ information.
· It has to ensure that the front desk is never empty and at least one front desk staff must stay at the reception to serve the guests (Frye and Lee, 2020).
· It should recruit new front desk staff at the reception area to provide fast services.
· It should hire social media executives to communicate to the potential guests in social media blogs, posts, and chat boxes (Šerić and Ruiz-Molina, 2019).
· The front office employees should be given proper resources to prioritise their operations to keep organised hotel environment and keep interrelationship between the departments.

[bookmark: _Toc65159752]ConclusionI am thankful to the client orgnaisation- Trebovir Hotel to choose me to provide consultancy services to resolve the business problems that the hotel is currently facing. From the investigation on the operations of the front desk department of Trebovir Hotel, it is found that the special requests of the guests of Trebovir Hotel are not addressed because the representatives of the front office may fail to keep special notes on request or do not feel urged to provide prompt answers to provide the requisite service upon the guests' request. The hotel employees at the front desk are not comfortable using the new technologies to keep the hotel rooms reserved automatically and this raises the booking queue. The hotel staff does not respond immediately to the requests of prospective visitors to assist them in making choices about booking any room of their choosing, and the lack of availability of front desk staff often raises guests' level of frustration. The inefficient services of the front desk department should be solved immediately to reduce the bad image of the hotel at the local and international level. Without the solution of the guests’ complaints, Trebovir Hotel is going to fall in the hospitality industry by getting less responses from the potential clients and experience low ratio of guest revisit in the hotel. The bad reviews about the front desk services in Trebovir Hotel has also reduced the room occupancy rate that has drastically reduced the profit of the hotel. The potential guests do not want to stay in the hotel once they go through the bad feedbacks about the front office services and they develop a negative thinking about the hotel. Therefore, Trebovir Hotel should take initiatives to improve the services of the front desk to recover the damage of its brand image and loss due to poor room occupancy. Trebovir Hotel should train its front office employees to use modern software and equipment to facilitate fast front desk services. The performance of the front desk office should be monitored regularly to scrutinize the reasons of poor performance of the front desk employees and to monitor the quality of their services. It is proposed that certain manual equipment must be altered at the front desk to install the new technologies in the hotel front office system. To obtain substantial details relevant to the reservation, interests, behaviors, and capability of guest rooms, the front desk must use the Property Management System or PMS.  In order to accommodate the workload at the reception area, the hotel also needs to hire fresh staff to give prompt services.
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