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[bookmark: _Toc128770177]Executive Summary
The problem or issue at stake
The study addresses several challenges and problems encountered by the Grand Hotel Llandudno in the United Kingdom. To begin, the hotel’s guest rooms require repair and remodelling, which may have an influence on client pleasure. Second, personnel training and management are of poor quality, resulting in a deterioration in service quality and visitor satisfaction. Finally, the hotel’s services for disabled guests need to be improved, including suitable hospitality services in accordance with the UK’s equality legislation, assistive gadgets to facilitate everyday activities, and disable-accessible amenities.
Because the quality of guest service is so important in the hospitality sector, these issues have a considerable influence on the hotel’s operations and profitability. Bad service quality, out-of-date facilities and poor care for handicapped people can result in unfavourable reviews, fewer reservations, and, eventually, less money. As a result, to increase its overall efficacy and keep its competitive edge in the hospitality business, the Grand Hotel Llandudno must address these difficulties and adopt effective solutions.
Findings 
To begin, the Grand Hotel Llandudno is dealing with a number of challenges in its hospitality services, including a lack of quality among its personnel, the need to rebuild and renovate guest rooms, and the need to offer sufficient care for disabled persons.
Second, in order to increase service quality, effective rules and procedures must be implemented, as well as customer service training for employees. Furthermore, empowering employees by providing them with more decision-making and problem-solving authority may increase service quality and employee happiness.
Finally, the remodelling and upgrading of guest rooms will serve to satisfy customers while also improving the hotel’s overall performance. A detailed project plan should be developed, together with a budget that accounts for all expenditures, and the project should be checked on a regular basis to ensure it continues on track and is under budget.
Finally, the hotel must support the safety and freedom of handicapped guests by providing suitable hospitality services, assistive equipment and facilities.
Overall, these findings emphasise the importance of customer service in the hospitality industry and suggest that the Grand Hotel Llandudno can improve its level of service, enhance its guests’ experiences and improve its overall performance by implementing effective policies and practises, as well as providing proper training and support.
Analysis of the Findings
Based on the findings, it is evident that the company need a more effective communication strategy. The absence of clear communication channels has resulted in misunderstandings between employees and supervisors, resulting in decreased production and increasing employee discontent. Employee motivation has also suffered as a result of a lack of constant feedback and appreciation. Employee turnover shows that they are dissatisfied with their working conditions.
Also, the company’s training and development initiatives must be improved. A lack of training and professional development possibilities has resulted in a lack of skill-building and career growth options, resulting in a demotivated workforce. The lack of a staff development programme has resulted in the departure of talented people, stifling the company’s growth.
Additionally, the company’s obsolete technology and procedures have delayed operations and hampered its ability to compete in the market. Due to a lack of investment in technology updates, efficiency has decreased, and mistakes have increased.
Recommendations to the client
To begin, boosting customer service training for hotel employees is critical to offering high-quality service and increasing guest happiness. Frequent training is required to keep employees up to date on the newest customer service tactics. Second, a detailed and strategic project plan is required for the hotel’s rehabilitation and remodelling. To guarantee that the project stays under budget, the plan should include tasks, timelines and a budget. The project must be checked on a frequent basis to ensure that it continues on track and within budget. Finally, installing assistive equipment and facilities such as ramps, wide doors and grab bars in restrooms may make the environment handicap-accessible and allow persons with disabilities to move around securely and independently.
Conclusion
Finally, the problems encountered by the Grand Hotel Llandudno’s hospitality services may be efficiently handled by implementing proper rules and procedures. To deliver high-quality service and improve tourist happiness, the hotel should prioritise employee training in customer service. Empowering employees can also boost their motivation and sense of competence. To guarantee that the refurbishment and remodelling project stays within budget and reaches defined milestones, it should be carefully planned and constantly reviewed. Furthermore, offering proper support and amenities for handicapped folks may guarantee that all visitors have a safe and enjoyable stay.
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Purpose of Report
The report will attempt to perform critical analysis, provide comprehensive documentation, and discuss current operational and tactical challenges as well as prospective improvement plans within the framework of a chosen organisation. The primary objectives of this consulting study are to do extensive research on the selected company and identify any opportunities or defects that might be used by the brand authorities to address any operational or prospective strategic discrepancies within the business. The research will seek to identify and analyse both the positive and negative characteristics associated with the business.
Existing Issues in the hotel services
The organisational process of Grand Hotel Llandudno from the UK has faced various issues which have been given through the references of TripAdvisor LLC (2023). From the sources, it has been seen that Instead of all the strengths in the hotel operational process, there are some issues existing in the hotel services like Room service issues, Poor staff management, and lack of appropriate customer services for all. The ceiling of the dining hall is infested with a thick fungus culture (TripAdvisor LLC, 2023), the rooms stink. From the reviews of the guests, it has been seen that the flooring of the hotel must be replaced, and the room is antiquated and dreary. No accommodations are made for disabled people.
Adopted Methodology for this research
Current circumstances and how the organisation could reinvigorate its operational and strategic approaches can be established with a thorough examination of its external and internal contributing components. This research paper will employ a PESTLE and SWOT analysis to provide a unified strategic perspective. The company’s strategic direction will also be established via a TOWS study.
[bookmark: _Toc128770179]2. Scope and Analysis
[bookmark: _Toc128770180]2.1 Grand Hotel Llandudno
The Grand Hotel Llandudno is a historic hotel in the North Wales beach resort of Llandudno. The hotel is located on the promenade, facing the sweeping sea and sandy beach and is a short distance from the town’s attractions and facilities.
The hotel has rooms ranging from single to family, each distinctively decorated and equipped to provide visitors with a pleasant and enjoyable stay (Britannia Hotels Ltd, n.d.c.). The hotel’s antiquity, as revealed by Britannia Hotels Ltd. (n.d.a), is reflected in its exquisite and stately Victorian architecture, which has been meticulously kept throughout the years.
According to recent comments from Google.com (2023), Grand Hotel Llandudno has garnered mixed ratings from guests. Others have questioned the hotel’s old décor, poor hygiene and lack of contemporary services, while some have appreciated its location and charm. The hotel management, on the other hand, has been aggressively addressing these shortcomings and investing in improvements and restorations to improve the overall guest experience.
There have been no serious issues or bad media stories about the Grand Hotel Llandudno, and it has established a great image as a favourite wedding location in the area (Britannia Hotels Ltd., n.d.b). The grandeur and gorgeous backdrop of the hotel make it a perfect venue for couples wishing to tie the knot in a romantic and unforgettable setting.
[bookmark: _Toc128770181]2.2 SWOT Analysis
	Strengths
	Weaknesses

	1. Appropriate Location 
2. Historical Significance
3. Facilities
4. Reputation as a Wedding Venue
	1. Outdated Décor
2. Lack of Modern Amenities
3. Staffing
4. Competition
5. Does not Cater to People with Disabilities

	Opportunities
	Threats

	1. Renovation
2. Marketing
3. Events
4. Expansion
	1. Economic Downturn
2. Competition
3. Changes in Consumer Preference
4. Unforeseen Calamities


Explanation
The strengths of the hotel include the following:
1. Location: The hotel’s great position, facing the bay and the beach, makes it an appealing destination for travellers.
2. Historical significance: The hotel’s grandeur and Victorian architecture give it a distinct and appealing personality that customers strongly respect.
3. Facilities: The hotel has a variety of amenities, including a restaurant, bar, fitness centre and meeting rooms, which enhance the visitor experience.
4. Reputation as a Wedding Venue: The hotel has a good reputation as a wedding location and has held numerous successful events, demonstrating its quality and dependability.
(Source: Britannia Hotels Ltd., n.d.a; Britinnia Hotels Ltd., n.d.d; Britinnia Hotels Ltd., n.d.a)
The weaknesses of the hotel are as follows:
1. Outdated décor: The hotel’s interior design is out of date and several visitors have complained that it is worn and in need of renovation.
2. Lack of modern amenities: The hotel lacks numerous contemporary conveniences, such as air conditioning, which may be a detriment to customers seeking more modern services.
3. Staffing: Some visitors have expressed dissatisfaction with the hotel’s employees, describing them as unresponsive and unprofessional.
4. Competition: The hotel confronts intense competition from other nearby hotels, which may reduce occupancy rates and income.
5. Does not Cater to People with Disabilities: The customer evaluations on Google.com include one review in which the major criticism obtained from the consumer input was a lack of suitable care for disabled guests.
(Source:Alrawabdeh, 2021; Google.com, 2023)
The opportunities that the hotel can make use of in near future are as follows:
1. Renovation: The hotel might use the chance to restore and upgrade its design and services, attracting more customers and improving the guest experience.
2. Marketing: The hotel’s marketing activities may be improved in order to reach a larger audience and emphasise its unique selling characteristics, such as its historical relevance and ideal location.
3. Events: The hotel might promote and sponsor additional events, such as conferences and business retreats, to boost revenue and occupancy rates.
4. Expansion: To broaden its offers and attract a broader spectrum of customers, the hotel might consider extending its facilities or opening additional hotels in other places.
(Source:Sofronov, 2019; Ranasinghe et al., 2020; Light et al., 2020; Awan, Shamim and Ahn, 2021)
The threats that the hotel might need to look out for include the following:
1. Economic downturn: A prospective economic slowdown might have an impact on the hotel’s occupancy rates and income, especially if people reduce their spending on a luxury vacation.
2. Competition: The hotel confronts significant competition from other hotels in the neighbourhood, especially during the high tourist season, which may impact its ability to recruit customers and sustain occupancy rates.
3. Changes in consumer preferences: Changes in consumer tastes or travel patterns may have an influence on the hotel’s attraction to visitors, especially if the hotel fails to react to these changes.
4. Unforeseen Calamities: Catastrophes are unexpected hazards to enterprises all around the world. A pandemic like COVID-19 will be especially difficult for the hotel industry.
(Source: Hao, Xiao and Chon, 2020; RAJA OMAR, 2020; Sucheran, 2021; Garrido-Moreno, Garcia-Morales and Martín-Rojas, 2021)
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	Political 
	Changes in taxation, labour legislation and regulations can all have an impact on the hotel sector (Romanyuk and Gareev, 2019). For example, Brexit may have an influence on the hotel labour market by limiting the number of workers from EU nations. Furthermore, government restrictions such as health and safety standards may boost the hotel’s running costs.

	Economic 
	The economic climate has an impact on the hotel business since consumer purchasing power influences the demand for hotel services (Ozdemir, Han and Dalbor, 2022). Economic downturns, such as recessions, can have an impact on consumer buying power, resulting in lower demand for luxury hotels like the Grand Hotel Llandudno. Currency changes may also have an impact on the hotel’s ability to recruit foreign customers.

	Sociocultural 
	Lifestyle changes, cultural habits and societal views may all have an impact on the hotel’s operations (Sarac, Batman and Kiper, 2019). To suit varied dietary demands, the hotel may need to adjust to changing guest tastes, such as providing vegan or other cuisine alternatives.

	Technological 
	Technological improvements, such as the usage of online booking platforms and mobile applications for bookings, may have an impact on the hotel’s operations (Ercan, 2019). To improve its operations and guest experience, the hotel may need to invest in technology, such as installing a contactless check-in and check-out procedure.

	Environmental
	Climate change and sustainability may have an impact on the hotel’s operations (Gössling and Lund-Durlacher, 2021). The hotel may need to lower its carbon footprint and implement sustainable practices such as decreasing plastic waste and employing renewable energy sources.

	Legal 
	Health and safety requirements, employment rules and data protection laws may all have an impact on the hotel’s operations (Choi and Choi, 2021). To safeguard the safety of its guests and staff, as well as to secure their data, the hotel may be required to follow legislation.


Explanation
The Grand Hotel Llandudno PESTEL investigation showed numerous issues that might possibly impact the hotel’s operations and competitiveness. Brexit and government restrictions, for example, may have an influence on the hotel labour market and raise operational expenses. Consumer spending power and currency changes, for example, may have an impact on the hotel’s demand and income. Sociocultural issues, such as lifestyle trends and dietary requirements, may necessitate the hotel adapting to changing guest preferences. Technological improvements, such as online booking platforms and contactless check-in, may necessitate an investment in technology by the hotel in order to improve operations and the guest experience. Environmental considerations such as climate change and sustainability may necessitate the hotel implementing sustainable measures in order to lower its carbon impact. Finally, regulatory concerns such as health and safety standards and data protection laws may force the hotel to follow rules in order to ensure guest and staff safety and data protection.
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In order to enhance the quality of hotel services a company need to improve all its facets (Enz and Siguaw, 2000; Olorunsolaet al., 2022). The appropriate improvement of the hospitality services creates a positive image of the performance of the company. As per the statement of Kim et al., (2012), in hospitality services, a hotel should focus on its customers and through an appropriate guest welcoming and catering of the appropriate hotel services they cab to get proper development. There are various ways through which Grand Hotel Llandudno can be able to improve its weaknesses and will propose better services for its guests. In an industry that is as customer-focused as hospitality, a hotel’s success or failure is directly related to the level of service it provides to its guests and the extent that it takes their wants and needs into consideration. 
In other words, the success or failure of a hotel is directly proportional to the quality of its customer service (Hess Jr, 2008). It is getting more challenging to meet the needs of customers as a direct consequence of the rise in the expectations of those customers (Azimovna, 2022). Despite the fact that the tourist’s and the hotel’s points of view on the stay are often brought up in separate dialogues about the experience, the viewpoints of the hotel and the guest on the stay are frequently linked (Prentice et al., 2022).
Therefore, in order to enhance the hospitality of the hotel functionalities Grand Hotel Llandudno should employ some effective practices or steps in order to resolve the issues that they have faced. 
Appropriate training for the employees in order to manage customer services efficiently 
From the evaluation of the hotel reviews, it has been seen that the hotels are facing a great issue regarding improper customer service. From the proper evaluation, it has been seen that the guests in Grand Hotel Llandudno are faced with great disrespectful manners from the hotel management. All the hotel staff reacted with a careless attitude. According to the statement of Maddikuntaet al. (2022), in hotel services a proper implementation of training is necessary is important. In that case, in order to employ the proper level of training the hotel staff are aware of all their roles and responsibilities and they behave with the guest in a proper way (Chang et al., 2020; Shaturaev and Bekimbetova, 2021).
The first thing that has to be done is to report the improper behaviour to the staff members of the hotel, such as the front desk, the manager (Arain et al., 2022), or the security team. Due to the fact that they have been instructed to handle situations of this kind, they will react effectively in order to solve the issue. When recounting the improper behaviour that took place (Tsai et al., 2020), it is important to be specific and comprehensive. It is very necessary to keep one’s calm and respect others when reporting improper behaviour. Refrain from being angry or combative in order to keep the situation from getting worse and from making it more difficult to resolve the issue. In the event that the staff at the hotel is unable to resolve the issue (Nguyen, Ladkin and Osman, 2022), they should ask for assistance by contacting the local authorities, such as the police or the municipality. They could provide further support and contribute to guaranteeing everyone’s safety in some way (Sen and Bhattacharya, 2019). It is possible that providing hotel employees with the appropriate training and development would significantly improve their job performance, lead to an increase in job satisfaction, and, as a result, improve the entire experience that guests have at the hotel.
Those who work in customer service get training to help them increase the satisfaction and support they provide to customers. Exercises that promote interpersonal communication, product comprehension, dispute resolution, and crisis management are just some of the skills that should be included in a comprehensive training programme for customer care representatives (Grass, Backmann and Hoegl, 2020). A continuing effort is being made to provide consumers with greater service by continually instructing them in the skills, knowledge, and resources necessary to do so, so that the customers may get more value from the goods and services being offered. Customer service training is available to everyone who is required to contact clients or patrons as part of their employment responsibilities.
Need Proper Renovation and Refurbishments for the rooms  
After an analysis of the hotel’s operations, it was discovered that guests do not consider the establishment to be particularly remarkable (Ruggiero et al., 2021). According to the feedback provided by guests, the rooms have an unpleasant odour, the windows seem worse than usual, and the ceiling in the dining hall has very high fungal growth. Fungus has grown all over the surface of the ceiling in the dining room. The only holes in the wall that are allowed in rooms are the ones that demonstrate where there used to be a shower in the bathroom. So, in order to solve these issues, the management of the hotel needs completely redesign and renovate all of the guest rooms.
[bookmark: _Int_xUonNQwq]Internet research and customer reviews indicate that the vast majority of former guests have expressed dissatisfaction with the ceilings, walls, and toilet facilities, all of which, they allege, are far too compact for their liking (Sofi et al., 2020). The upkeep of a property is the most important aspect in determining whether or not guests will come. Consumers are more inclined to spend their cash at a hotel if it offers them the opportunity to unwind while staying in comfortable accommodations that are not run down and do not lack necessary amenities (Mariani and Borghi, 2021. Consumers in this day and age, in particular, anticipate experiencing the luxury and having the greatest hotel stay possible. They are looking for lodgings that are chic and up-to-date throughout their trip. 
It is always of the highest significance for the management personnel to ensure that the guests receiving service at the hotel get a high quality of service (Sharifovich, 2021). Hotel owners have several options available to them, but one of the best ways to solve problems and enhance circumstances for guests is to undertake a restoration project. Once anything is refurbished, it almost usually receives a new appearance. The goals of a hotel renovation project are to enhance the overall experience that guests have at the hotel, to expand the property, and to keep the cost of updating each room within reasonable bounds.
[bookmark: _Int_V1aQstTd]In order to remedy the problems, the management of the hotel has to make sure that all of the rooms are spotless and that the hotel meets all of the amenities that are the basic need of the customers that stay there. Consequently, keeping their hotel clean and doing any necessary maintenance will help them provide better services to their customers who are staying there (Yuldashev and Radjabov, 2022). As a result, if the hotel takes the appropriate measures in order to clean the rooms, it will get favourable feedback from its customers, and it will be able to provide hotel services that are satisfactory to its visitors.
Enhance the proper caring attitude for disabled people
From the evaluation based on the reviews of guests from Kwan (2020), it has been seen that the hotel services have a huge lack for disabled people. They have not taken any special facilities for disabled people. As per the statement of Oclooet al. (2021), all the hospitality services in the UK have to follow the proper legislative services in order to cater for the options for disabled people.  As per the legislative flows of "The Equality Act 2010" it can be said that at any service all people have similar rights to get all the necessary requirements. In a hospitality service, this type of discrimination is a great dissatisfying facet. Therefore, provide reasonable accommodations that may cater to the requirements of visitors who have impairments. These may include rooms that are accessible, ramps that are suitable for wheelchairs, visual aids, or other forms of assistive technology. It will help Grand Hotel Llandudno to resolve this issue which has drawn a negative mark on their hospitality services. 
Enhancement of Competencies 
Grand Hotel Llandudno has faced various issues which are led a great incompetencies in their hospitality services. In order to improve its reputation and improve the services for its guests the company have to be more comitative. In order to enhance its competencies (Otoo, 2019), the company should enhance their hospitality services. Improving one’s competence in hotel services is an essential step in the direction of providing high-quality service as well as preserving one’s position as a market competitor. A hotel may increase its capabilities and give better service to its customers by using a variety of different strategies (Nisar et al., 2021). One strategy for enhancing employee capacities is to provide them with regular opportunities to participate in continuous training. This training may include a wide range of topics, such as customer service, communication skills, technical abilities, and industry knowledge, among others. By providing employees with many chances for training, employers may assist their workers to stay current on the most recent industry trends and best practices, so enabling them to give superior service to customers (Swanson et al., 2020).
It is essential to cultivate a culture of cooperation and collaboration if one wants to see an improvement in the level of service provided by hotel workers. Cooperation among workers has been shown to improve morale and provide a pleasant working environment (Nisar et al., 2021), both of which may lead to increased productivity and the satisfaction of a greater number of customers.
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	Improvement Possibility
	Findings

	Appropriate training for the employees in order to manage customer services efficiently 
	The Grand Hotel Llandudno has received negative feedback from customers owing to poor customer service, including rude conduct and a careless attitude on the part of hotel employees. To solve this issue, hotel management should provide comprehensive training to its employees to ensure that they understand their duties and obligations and conduct them correctly with customers. Customers who see inappropriate conduct should report it to the front desk, management or security team, being descriptive and thorough while being calm and respectful. If the hotel staff is unable to remedy the problem, they should seek help from local authorities (Burnes, Wend and By, 2014). Proper training for hotel personnel might dramatically enhance their job performance, job happiness and the overall visitor experience. Customer service training is required for all employees that interact with visitors.

	Need Proper Renovation and Refurbishments for the rooms
	Guests have complained about the bad odour, faulty windows and fungal growth in the dining hall of the Grand Hotel Llandudno. To solve these difficulties and increase the quality of the lodgings, the hotel management must rebuild and redesign all guest rooms (Buttrick, 2009). Consumers demand luxurious and modern accommodations and the hotel’s inability to maintain its properties jeopardises its marketability and reputation as a premium brand. Taking on a restoration project is one of the finest methods to tackle these issues and improve the overall experience of hotel guests. The management must guarantee that all rooms are immaculate, that fundamental customer demands are met and that customers who stay at the hotel receive superior services.

	Enhance the proper caring attitude for disabled people
	The Grand Hotel Llandudno lacks amenities for handicapped visitors, which has been a major source of dissatisfaction among customers. It is said that all hospitality services in the United Kingdom must adhere to legislative standards in order to accommodate the needs of handicapped persons and the Equality Act 2010 assures that everyone has equal rights to get all required requirements. According to the findings, reasonable accommodations such as accessible rooms, wheelchair ramps and assistive technology can aid the hotel in resolving this issue and improving its hospitality services (Whittington et al., 2020).

	Enhancement of Competencies
	The Grand Hotel Llandudno has struggled with inconsistencies in its hospitality services, and it must become more competitive in order to enhance its reputation and client services. Employees’ capabilities may be improved by offering frequent training on customer service, communication skills, technical abilities and industry knowledge (Noordzife, 2014). Creating a cooperative and collaborative culture among employees may boost morale and lead to higher production and visitor pleasure.


[bookmark: _Toc128770186]4.2 TOWS Analysis
A TOWS analysis is a strategic planning technique that assists businesses in identifying internal and external strengths and weaknesses. The following is a TOWS study of the Grand Hotel Llandudno:
	Threats
	Opportunities

	1. Increased competition from other hotels in the region, particularly those with contemporary amenities and greater levels of visitor satisfaction
2. Economic instability is causing a drop in travel and tourist activities.
3. Changing client tastes, such as an increase in demand for environmentally friendly and sustainable hotels
4. Regulatory adjustments, such as greater statutory accessibility and safety standards
(Source: Senbeto and Hon, 2020; Bernini, Cerqua and Pellegrini, 2020; Pecchiaet al., 2020; Sun et al., 2022; Kim, Lee and Han, 2023)
	1. Making improvements to the hotel’s facilities and amenities in order to attract new clients
2. Investing in employee training and development initiatives to increase service quality
3. Creating a strong online presence using social media and online travel agents to attract more clients
4. Developing packages for local attractions and events in order to boost hotel occupancy rates
(Source: Pakuráret al., 2019; Sharma, Sharma and Chaudhary, 2020; Zhang et al., 2021; Ramli and Zawawi, 2021)

	Weaknesses
	Strengths

	1. Poor hotel care and upkeep, resulting in bad guest reviews
2. Inadequate facilities for handicapped guests, in violation of the Equality Act of 2010
3. Outdated décor and furnishings in some hotel sections Negative reputation as a result of poor service and amenities, resulting in decreasing demand and income
(Source: Chittiprolu, Samala and Bellamkonda, 2021; Google.com, 2023)
	1. A historic hotel in Llandudno with a prominent position that draws guests for its picturesque beauty and Victorian charm
2. A variety of accommodation types are available, including sea-view rooms and suites
3. A restaurant, bar and meeting facilities are among the amenities available
4. As a member of the Britannia Hotels group, it has a strong brand recognition
(Source: Britannia Hotels Ltd., n.d.a; Britannia Hotels Ltd, n.d.d)


Explanation
According to this analysis, Grand Hotel Llandudno should prioritise updating its facilities and amenities in order to attract new clients, as well as investing in staff training programmes to improve service quality. To enhance occupancy rates, the hotel should focus on providing packages for local attractions and events. To reduce risks, the hotel should adapt to changing client preferences and legal constraints, while also developing a strong web presence to attract new customers. Grand Hotel Llandudno may enhance its reputation, boost demand, and achieve better success in the hospitality business by addressing its deficiencies and using its strengths and chances.
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	Number
	Problem
	Solution
	Desired Outcome
	Time scale
	Completion
	Budget

	01. 
	Refurbishment and renovation 
	Grand Hotel Llandudno has to employ the proper project for refurbishing and renovating the guest’s rooms (Ruggiero et al., 2021). 
	Through proper project management, this hotel will be able to throw the satisfied guest rooms. This will help the hotel guests to get them satisfied. 
	6 Months 
	25th July
	£18500.00

	02.
	Improvement of Staff Training and Management 
	Staff training is needed in order to improve the lack of quality among the staff (Chang et al., 2020; Shaturaev and Bekimbetova, 2021). The proper training facets 
	Through the implementation of proper training and development, the hotel can improve their employee’s quality. 
	4 Months 
	3rd July 
	£1200.00

	03.
	Proper Care for Disable people 
	In order to properly care for disabled people the management of the hotel company should employ the proper hospitality services as per the equality act in the UK. Establishing trust requires not just treating the person with respect and decency but also engaging in open conversation while paying close attention to what is being said (Oclooet al. (2021. When a corporation respects its customers’ ability to make decisions and choices, it should enquire about those customers’ goals and preferences. Acknowledge the needs of the individual in terms of their medical care and satisfy those needs as necessary. Always keep an eye on vital signs, take medications exactly as prescribed, and be on the lookout for any indicators of pain or discomfort.
	This hotel’s services will contribute to the resolution of problems faced by disabled persons as a direct result of the adoption of appropriate policies for disabled people.
	2 to 3 months 
	At end of the April or May 
	£300.00
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In order to resolve the issues in the functionalities of hospitality services of Grand Hotel Llandudno they have to employ effective policies and practices in their organisational services. 
I. Training in customer service should be improved if hotel staff are to provide a high quality of service and maximise visitor satisfaction. In this kind of environment, regular training is essential for keeping staff up to date on the latest and greatest in customer service strategies (Kitsioset al., 2021). It is possible that service quality might rise if workers were given more leeway in making decisions and finding solutions. If the hotel wants to meet its visitors’ demands in a timely and satisfactory manner, it must provide its employees with the tools and authority they need. Empowering workers may also increase their drive and sense of competence.
II. In order to employ a proper project for the refurbishment and renovation the hotel organisation should employ the overall project strategically. Create a thorough project plan including tasks, deadlines, and completion dates. Create a project budget that accounts for all costs, such as those for labour, supplies, and technology (Kingsford et al., 2021). Regularly check the cost to make sure the project stays within it. To make sure the project is going according to schedule, keep an eye on it often. Determine any possible problems or dangers and take the appropriate remedial action. Monitor the project’s development in relation to predetermined milestones and make necessary plan adjustments.
III. To help disabled individuals with daily activities such as bathing, clothing, and grooming, give the appropriate support. Wheelchairs and walkers are types of assistive devices that might make it simpler for disabled people to move about and do daily tasks (Tecăuet al., 2019). Provide amenities such as ramps, wide doors, and grab bars in the toilets to make the surroundings disable -accessible. This allows those with impairments to move around safely and independently.
[bookmark: _Toc128770189]7. Conclusions
In conclusion, the objective of this report is to offer a comprehensive study of the Grand Hotel Llandudno in the United Kingdom, noting any difficulties that are presently present and suggesting possible remedies to those concerns. The article places a focus on the relevance of customer service in the hospitality industry, which is one in which the profitability of a hotel is strongly associated with the quality of the guest service that it provides. According to the findings of the research, the Grand Hotel Llandudno is able to improve its level of customer service by providing its employees with the appropriate training and cultivating a positive opinion of the company. The need of modernising and renovating hotel rooms in order to enhance the experience of hotel guests is another point that is driven home by the study. It suggests that the overall performance of the hotel will improve as a result of suitable room renovations and improvements.
In conclusion, this research examines the positives and negatives associated with the Grand Hotel Llandudno and provides suggestions for how the establishment might improve its overall effectiveness. By putting the ideas that were offered into action, the hotel has the potential to enhance the experience that its guests have while staying there and to develop a positive impression of the company overall. It is hoped that the management of the hotel will find the findings and ideas included in this report to be beneficial and that they will be able to fix the operational and strategic discrepancies that currently exist within the organisation.
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It's a nice location but definitely lacks parking space. That's about it when it comes to the
pros.

Now the cons. The rooms smell and are dirty, the dining hall has a very rich fungi culture in
the ceiling and the windows look worse than on a Calais-Dover ferries. Rooms can't have no
shower in the bath, only holes in the wall indicating there was one there. Last time | had to
take a "shower” using a cup was during an archaeological excavation in rural Russia.
Breakfasts are classic English style, if you like that you will be happy.

And to top it all off they are unable to issue a proper invoice for your company, even if you
give them all the details in print.

Avoid at all costs.
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SAVE YOUR MONEY.

Room is old and grim, every floorboard needs changing in the hotel. | can hear so much
creaking it's keeping me awake.

My shower drain is blocked, my tap is leaking, and the bathroom is making all sorts of
weird noises when it's not been used in over 45 minutes.

I'm 8 months pregnant and at 00:40 in the morning I'm about to burst into tears.
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