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Executive Summary
Magnificent Hotel Istanbul, a budget-friendly accommodation located in one of the city's most popular tourist areas, has been facing substantial operational challenges that have had a detrimental impact on its financial stability, online reputation, and guest satisfaction. The hotel has 30 rooms. The hotel has consistently received negative reviews from TripAdvisor, Booking.com, and Google Reviews. These reviews have identified significant issues such as inadequate maintenance, unprofessional staff behaviour, misleading room descriptions, and poor hygiene. The hotel's long-term sustainability and competitiveness in the market are contingent upon immediate strategic intervention, as these issues have led to declining occupancy rates and revenue losses.
Key Findings
1. Operational Challenges
· Recurring complaints about unclean rooms, dirty linens, and general lack of hygiene.
· Reports of aggressive or dismissive interactions with guests and language barriers affecting communication.
· Guests frequently report being assigned rooms that do not match the advertised descriptions, often ending up in the basement or small, poorly lit accommodations.
· Persistent issues with broken amenities, lack of hot water, and non-functional heating or air conditioning.
· Guests are dissatisfied with the limited variety and overall quality of breakfast offerings.
· Guests feel their concerns are not acknowledged or addressed by management, intensifying frustration and dissatisfaction.
2. Impact on Business Performance
· The hotel's poor service quality has significantly declined online ratings, reducing its appeal to potential guests.
· Low occupancy rates and poor word-of-mouth marketing have negatively affected revenue streams, with projected annual losses due to these factors amounting to approximately £65,000.
· The evident lack of training and workplace structure has resulted in high staff turnover and uncoordinated service delivery.
· Inadequate cleaning and maintenance processes have led to inefficiencies in room turnover and prolonged service recovery times.
Analysis of Findings
The report uses three analytical frameworks to assess the fundamental causes of these challenges fully and to determine the most suitable strategic solutions:
1. STEEPLED Analysis The external factors influencing the hotel's operational challenges include:
· Social: Rising guest expectations for hygiene and personalised service.
· Technological: Lack of modern digital solutions such as automated check-ins and maintenance tracking systems.
· Economic: The impact of increasing operational costs on service quality.
· Environmental: Absence of sustainability practices, such as energy-efficient operations and eco-friendly amenities.
· Political and Legal: Regulatory penalties may be due to substandard service delivery and deceptive advertising.
· Ethical: Honesty in marketing and transparency in guest relations.
· Demographic: The necessity to improve service offerings and recruit multilingual staff to serve the growing international tourist market.
2. SOAR Analysis
· Strengths: Prime location near major tourist attractions.
· Opportunities: Rising tourism in Istanbul, potential for rebranding and digital service improvements.
· Aspirations: Positioning the hotel as a boutique accommodation focusing on guest experience and service quality.
· Results: Improved guest satisfaction, increased revenue, and a more substantial online reputation.
3. TOWS Analysis
· Strength-Opportunity (SO) Strategy: Use the hotel's prime location to attract more guests while improving service standards.
· Weakness-Threat (WT) Strategy: Implement immediate operational improvements to prevent further damage to reputation and revenue.
· Opportunity-Threat (OT) Strategy: Use digital marketing campaigns to rebuild guest trust and increase direct reservations.
· Strength-Threat (ST) Strategy: Develop a customer-centric service culture through targeted staff training and structured feedback mechanisms.
Strategic Recommendations
To address the identified challenges and improve operational efficiency, the following recommendations are proposed:
1. Improving Staff Training and Service Culture
· Implement a structured customer service training program covering professionalism, conflict resolution, and multilingual communication.
· Introduce an employee incentive program to boost morale and encourage high service standards.
· Conduct monthly staff meetings to strengthen guest expectations and track service performance.
2. Improving Housekeeping and Maintenance Standards
· Create a standardised cleaning protocol with routine inspections and accountability measures.
· Invest in digital maintenance request tracking to boost operational efficiency.
· Hire additional housekeeping staff to guarantee thorough room cleaning and faster service recovery.
3. Rebranding and Online Reputation Management
· Update online listings with precise room descriptions and high-quality images to restore guest confidence.
· Actively manage and respond to guest reviews, addressing complaints proactively and professionally.
· Start a social media and digital marketing campaign showcasing service improvements to attract new customers.


Financial Investment and ROI
The total estimated cost for implementing these strategies is £22,000, distributed as follows:
· Staff Training: £5,000
· Housekeeping and Maintenance Upgrades: £3,000
· Marketing and Rebranding: £8,000
· Technology Investments: £6,000
With an expected 10% increase in occupancy rates and room pricing adjustments, estimated revenue improvements are:
· Before Implementation: £251,880 annually
· After Implementation: £316,932 annually
· Annual Revenue Increase: £65,052
· Projected ROI: 296% within the first year
· Payback Period: Approximately 4 months
Implementation and Monitoring Plan
To guarantee that the Action Plan is executed effectively, it has been structured to include explicit objectives, timelines, and budget allocations. Key Performance Indicators (KPIs) will be implemented to evaluate the efficacy of these changes, including:
· Guest satisfaction scores (Google Reviews, TripAdvisor ratings).
· Employee retention rates post-training implementation.
· Room cleanliness evaluations based on guest surveys.
· Time efficiency in addressing maintenance requests.
· Revenue and occupancy rate trends.
Continuous improvement will be possible through regular quarterly audits and feedback channels, which will guarantee persistent operational excellence and customer satisfaction.
The results of this report further demonstrate the pressing necessity for thorough operational changes at Magnificent Hotel Istanbul. The hotel has the potential to improve guest trust, reverse its declining performance, and achieve long-term financial stability by instituting targeted improvements in staff training, housekeeping standards, and digital reputation management. These strategic modifications will result in increased revenue and occupancy rates and position the hotel as a reputable and guest-friendly accommodation provider in Istanbul's competitive hospitality market.


[image: ]Hospitality Excellence Consulting is grateful for the chance to work with Magnificent Hotel Istanbul and is eager to assist in the successful execution of these suggestions. Our organisation is dedicated to offering continuous assistance and direction to guarantee that these transformations result in measurable, sustainable success.
Introduction
Located in one of the city's most popular tourist areas, Magnificent Hotel Istanbul is a modest, budget-friendly hotel. The hotel offers budget-friendly accommodations near major attractions for domestic and international travellers, with 30 rooms. Despite its prominent location, the hotel has been experiencing substantial operational challenges that have affected its overall profitability, online reputation, and guest satisfaction. Consistent complaints regarding staff behaviour, room misrepresentation, cleanliness, and inadequate maintenance are highlighted in TripAdvisor, Booking.com, and Google Reviews. The need for immediate intervention is imperative due to the financial losses and declining occupancy rates resulting from these recurring issues.
As prospective customers heavily rely on online reviews when making booking decisions, a hotel's capacity to attract guests is significantly impacted by a negative reputation in the current digital landscape. Complaints regarding hygiene, unprofessional staff interactions, and misleading room descriptions have considerably eroded visitor trust. Furthermore, operational inefficiencies in housekeeping and maintenance have resulted in increased negative experiences for guests, which has significantly reduced the number of potential bookings. The long-term revenue decline and ongoing deterioration in service quality of Magnificent Hotel Istanbul are at risk if these fundamental issues are not resolved. The hotel must implement strategic changes that will improve service delivery, strengthen its reputation, and re-establish profitability in an industry where the visitor experience directly impacts financial performance.
Organisational improvement for hotels and other hospitality enterprises is the primary focus of Hospitality Excellence Consulting, a professional consultancy firm. With many years of experience in hotel operations, guest satisfaction improvement, and service quality development, the organisation is committed to delivering data-driven solutions that are customised to meet each client's unique requirements. 
To develop a comprehensive development plan for Magnificent Hotel Istanbul, this report will employ a series of analytical frameworks that enable an in-depth understanding of the hotel's challenges and potential opportunities. The STEEPLED analysis will offer an extensive assessment of the hotel's performance concerning external factors, such as economic conditions, environmental considerations, technological advancements, social trends, political and legal regulations, ethical concerns, and demographic shifts. Understanding these factors will assist the hotel in guaranteeing that its operations are following market demands and guest expectations.
A SOAR analysis will be conducted in addition to the external evaluation to highlight the hotel's strengths, opportunities, aspirations, and results. The hotel will utilise this framework to identify opportunities to capitalise on its strengths and establish an integrated plan for future growth. The SOAR framework will allow the Magnificent Hotel Istanbul to develop its strengths further while simultaneously addressing critical areas that necessitate improvement, in contrast to conventional SWOT analysis, which frequently highlights weaknesses and threats.
A TOWS strategy will be implemented to complement these analyses and to develop actionable solutions that resolve the hotel's internal weaknesses while leveraging external opportunities. This framework will guarantee that the hotel takes a proactive approach to overcoming its challenges by strategically adjusting to address threats and aligning the identified strengths with opportunities. Prioritising initiatives that will substantially impact the hotel's performance in the minimum possible time will also be facilitated by TOWS analysis.
A structured approach to addressing Magnificent Hotel Istanbul's challenges while improving its overall guest experience will be presented in this report. The hotel will develop strategic recommendations to address operational inefficiencies, improve staff professionalism, and prioritise visitor satisfaction by conducting an in-depth analysis of the issues that impact it. An integrated implementation strategy will be developed to guarantee that the proposed solutions are implemented effectively, accompanied by quantifiable performance indicators to monitor success. In addition, a cost and budget analysis will determine a practical financial strategy for implementing these modifications, thereby guaranteeing a substantial return on investment. The hotel's transformation will be achieved through a structured and efficient transition to higher service standards, which will be outlined in an action plan.
Using these frameworks and structured methodologies, the Magnificent Hotel Istanbul can reposition itself as a reputable and reliable accommodation provider. This report aims to provide the hotel with the resources necessary for long-term success in an ever-more competitive hospitality market and address current challenges. Through increased operational efficiency, proactive visitor satisfaction, and improved service quality, the hotel will reclaim its competitive advantage and guarantee sustainable growth in the future.

Analysis Breakdown 
1. Identification of Issues 
Several recurring issues at Magnificent Hotel Istanbul are highlighted in guest evaluations from multiple platforms, including TripAdvisor, Booking.com, and Google ratings. Ultimately, these concerns influence the hotel's reputation and profitability, which also affect the visitors’ experience and satisfaction.
Key Issues Identified
1. [image: A person's foot in a trash can next to a toilet

AI-generated content may be incorrect.]Poor Cleanliness and Hygiene Standards
Numerous visitors have complained about unclean rooms, dirty sheets, and unpleasant odours. Studies indicate that cleanliness is one of the most critical factors influencing visitor satisfaction, with hotel hygiene being directly correlated with guest retention and revenue (Park et al., 2019; Singgalen, 2024). 


2. Unprofessional and Aggressive Staff Behaviour
The hotel staff's lack of courtesy, confrontations, and even hostile interactions are all mentioned in the reviews. Ilham et al. (2023) carried out research that affirms the substantial decrease in guest loyalty and future bookings that result from negative service encounters.
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3. Room Misrepresentation
Several guests were assigned rooms notably different from the online descriptions, frequently assigned to small, dark, or basement rooms. Deceptive marketing weakens trust and discourages repeat reservations (Miller and Grazer, 2003).
4. Maintenance Issues
The most frequently reported complaints are heating/cooling problems, broken amenities, and a lack of hot water. Research indicates that deficient room conditions decrease the perceived value of the room and reduce the likelihood of favourable visitor recommendations (Mmutle and Shonhe, 2017).[image: A graph showing the number of bad review on a hotel
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5. Low Food Quality and Breakfast Standards
Guests expressed dissatisfaction with the food quality and the limited breakfast options. Research has demonstrated that the quality of breakfast is a significant factor in the overall hotel experience and impacts ratings (Chen, 2015).
6. Language Barriers and Poor Communication
In numerous reviews, language barriers have been identified as contributing to the reduction of service efficacy (TripAdvisor, 2025).
7. Lack of Accountability in Customer Service
Poor management oversight frequently results in complaints remaining unresolved. Guest satisfaction is significantly influenced by the effective management of complaints (Zagade and Tyagi, 2017). 

2. Impact on Hotel Operations 
The operational challenges at Magnificent Hotel Istanbul directly impact financial stability, staff performance, and customer satisfaction. Guest reviews consistently accentuate recurring issues, which have long-term repercussions on the hotel's revenue and reputation.
Guest Experience and Reputation
A hotel's reputation is significantly influenced by online ratings, which also directly affect booking rates (Gabbard, 2023). Research suggests that review scores are the primary factor in the decision-making process of potential visitors (Anagnostopoulou et al., 2020). Guest trust has been substantially undermined due to negative feedback regarding inadequate cleanliness, aggressive staff conduct, and inaccurate room descriptions, which has decreased direct bookings.
Revenue Loss
[image: ]Reduced occupancy rates and revenue loss result from a deteriorating reputation (Chowdhury and Deshpande, 2020). Studies have demonstrated that hotels with lower review ratings face challenges in maintaining premium pricing and experience a decrease in revenue per available room (RevPAR) (Abrate et al., 2021). 
Staff Performance and Determination
The staff's lack of professionalism and rough behaviour indicate underlying issues with workplace culture and training (Hight et al., 2019). Inadequate leadership and poor service standards in budget hotels have been associated with poor guest-staff interactions (Suwarto et al.,2024).[image: ]
Operational Efficiency
Guest complaints regarding unclean rooms, damaged amenities, and maintenance issues indicate housekeeping and facility management inefficiencies. Research demonstrates that hotels that implement structured cleansing and maintenance protocols achieve higher levels of guest satisfaction (Rauch et al., 2015). Repetitive service failures result from a lack of proactive response to visitor concerns (Baker and Kim, 2018).
The cumulative effect of these issues necessitates immediate operational restructuring to prevent a further decline in performance. [image: ]

3. Root Cause Analysis 
The persistent problems at Magnificent Hotel Istanbul result from more profound operational and managerial deficiencies. This section investigates the fundamental factors that have resulted in subpar visitor experiences and a decline in hotel performance.
Lack of Employee Training
Several visitor reviews have highlighted the presence of rude, aggressive, or unhelpful staff, which suggests a lack of structured training in conflict resolution and customer service strategies. Luo et al. (2019) have conducted research demonstrating that hotels with well-trained employees report higher levels of guest satisfaction and service consistency. Staff morale, efficiency, and visitor loyalty are improved by hospitality training programs (Waqanimaravu and Arasanmi, 2020). The absence of English-speaking staff also impacts the quality of service, as communication barriers result in service failures and reduced guest satisfaction (Syaifudin, 2023).
Insufficient Maintenance and Housekeeping Standards
The consistent mention of dirty rooms damaged amenities, and a lack of hot water in reviews indicates poor maintenance protocols. According to research, hotels that implement structured cleansing and maintenance protocols receive substantially better reviews (Dhar, 2015). Service inconsistencies become more frequent without regular inspections and quality control, resulting in operational inefficiencies and passenger dissatisfaction of up to 50% (Kapiki, 2012).
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Misleading Marketing Practices
Several guests reported that their accommodations did not match their online bookings, with some being assigned to basement rooms that lacked windows. Misleading advertising limits trust and decreases the likelihood of repeat engagements (Miller and Grazer, 2003). Research has verified that hotels that engage in deceptive marketing experience a significant decrease in revenue due to negative online reviews (Tellis, 2009).

Weak Management Oversight
Weak leadership is indicated by the failure to address recurring complaints, including unresolved room issues, food quality, and staff behaviour. Abdelhamied (2019) has found that hotels with clear visitor feedback channels and strong managerial accountability are more successful in maintaining high service standards. Operational inefficiencies persist when management overlooks customer concerns, which hurts revenue and occupancy rates (Sapru, 2020).
The hotel's reputation, financial performance, and guest retention will continue to be negatively impacted by these fundamental causes in the absence of intervention.









STEEPLED Analysis 
The operational challenges of Magnificent Hotel Istanbul are analysed by the STEEPLED framework considering external factors: [image: ]
Social
Authenticity, hygiene, and customer service have become the primary concerns of guests as their expectations have changed. The frequent complaints regarding staff behaviour and hygiene adversely affect the hotel's reputation. Dinçer and Alrawadieh (2017) have conducted research validating that poor customer service and hygiene are among the most common causes of negative online reviews and decreased bookings.
Technological
The hotel lacks modern digital solutions, including an efficient online booking system, automated check-ins, and digital service requests. Research indicates that hotels implementing technology for passenger interactions experience increased productivity and satisfaction (Shin and Jeong, 2022).
Economic
Service quality is influenced by increasing operational costs, as seen in deficient room maintenance and understaffing. In line with economic research, budget constraints in the hospitality industry frequently decrease visitor satisfaction and revenue (Mohsin and Lengler, 2015).
Environmental
The hotel does not implement eco-friendly practices, including energy-efficient operations, sustainable amenities, and waste reduction. Guest satisfaction and cost savings improve in hotels implementing sustainability initiatives (Moise et al., 2021).
Political and Legal
Compliance with hospitality regulations, fair labour practices, and consumer protection laws is essential. Misleading marketing (room misrepresentation) and poor service accountability may result in legal issues (Serrat, 2011).
Ethical
Unethical practices, including false advertising and insufficient complaint resolution, damage trust. Transparency and accountability are the foundations of long-term customer relationships that ethical hospitality businesses create (Sapru, 2020).
Demographic
The diverse tourism market of Istanbul necessitates a multilingual staff that maintains high service standards. Particularly among international travellers, inadequate communication due to language barriers undermines visitor satisfaction (Syaifudin, 2023).

SOAR Analysis 
To establish a strategic and positive course of action for improvement, the SOAR framework assists in identifying the hotel's strengths, opportunities, aspirations, and prospective outcomes.


Strengths
Magnificent Hotel Istanbul is a tempting option for visitors due to its prominent location near major tourist attractions. Research indicates that location is a significant factor in visitor satisfaction and booking decisions, accounting for 65% of the booking influence (Singgalen, 2024). In addition, the hotel can redefine itself as a boutique-style establishment that prioritises the needs of its guests (Thompson, 2015).
Opportunities
The hotel has an exceptional opportunity to attract additional visitors due to Istanbul's expanding tourism industry. Furthermore, implementing digital solutions, including automated check-ins and online booking improvements, may significantly improve operational efficiency and customer satisfaction (Shin and Kang, 2020).
Aspirations
The hotel attempts to establish itself as a boutique experience by providing personalised services, maintaining high cleanliness standards, and improving visitor comfort. Research indicates that boutique hotels that offer exceptional service quality and unique experiences tend to outperform chain hotels regarding guest loyalty (Van Nguyen and Ngoc, 2024).
Results
The hotel may improve passenger satisfaction, increase revenue, and strengthen its online reputation by capitalising on these strengths and opportunities. Higher occupancy rates and repeat reservations may result from an effective service transformation strategy (Kumar and Ekka, 2025).





6. TOWS Analysis 
The TOWS analysis offers a strategic approach to Magnificent Hotel Istanbul that capitalises on its strengths, addresses its vulnerabilities, and mitigates its threats. [image: ]
Strength-Opportunity (SO) Strategy
The hotel may take advantage of its prime location near major tourist attractions to enhance the quality of its service and sanitation to capitalise on the high volume of customers. Research indicates that hotel ratings and bookings are substantially affected by location and exceptional visitor experiences (Singgalen, 2024).
Weakness-Threat (WT) Strategy
Repeated visitor complaints have compromised the hotel's reputation. Revenue loss results from unresolved issues, unresponsive customer service, and poor management. Research indicates that hotels that neglect to address visitor complaints experience a decline in long-term occupancy (Sapru, 2020).
Opportunity-Threat (OT) Strategy
Digital marketing and social media engagement have the potential to re-establish visitor trust and attract new customers. Shin and Kang (2020) have conducted research demonstrating that hotels that implement reputation management and targeted digital campaigns recover more rapidly from negative publicity.
Strength-Threat (ST) Strategy
The hotel can align consumer demands with service delivery by investing in staff training and a service-oriented culture. Research indicates that employee training increases service consistency, customer satisfaction and loyalty (Waqanimaravu and Arasanmi, 2020).

Recovery Plan
[image: ]
The analysis of Magnificent Hotel Istanbul underlines critical operational deficiencies that have resulted in financial setbacks, a negative online reputation, and a decrease in guest satisfaction. The hotel's credibility has been considerably impacted by the hotel's mismanagement, poor cleanliness standards, lack of staff training, and misleading marketing practices. The hotel risks long-term brand damage, lowered occupancy rates, and additional revenue loss if these issues are not resolved (Loo and Leung, 2018).
To improve operations and regain client confidence, the hotel must promptly execute the subsequent critical measures such as:
1. Staff Training Programs: A comprehensive hospitality training program that promotes professionalism, customer service, and multilingual communication to boost customer interactions (Waqanimaravu and Arasanmi, 2020 ).
2. Upgraded Cleaning and Maintenance Procedures: To improve the guest experience, it is necessary to implement rigorous hygiene protocols, conduct routine room inspections, and guarantee that maintenance is tracked promptly (Adiningtyas and Millanyani, 2024).
3. Proactive Guest Communication: Sapru (2020) advocates for implementing transparent complaint resolution processes and real-time feedback systems to re-establish visitor trust.
1. Strategic Recommendations 
Staff training, housekeeping and maintenance improvements, and rebranding initiatives are the primary strategic recommendations to boost Magnificent Hotel Istanbul's operations and customer experience.
Improving Staff Training and Service Culture 
Staff training is essential for improving service quality, professionalism, and guest satisfaction. Research confirms that well-trained hotel employees increase the guest experience, reduce complaints, and increase repeat bookings (Roncally et al., 2024).
Key Initiatives
A. Customer Service Training
· Develop structured programs covering hospitality etiquette, conflict resolution, and emotional intelligence.
· Use real-life guest scenarios to teach problem-solving.



B. Multilingual Training for Staff
· Equip staff with basic conversational phrases in key languages spoken by tourists.
· Research suggests that hotels that train employees in foreign languages see higher international guest satisfaction (Syaifudin, 2023).
C. Employee Incentive Program
· Implement performance-based rewards to boost motivation and reduce turnover.
· Recognition programs increase staff motivation and service consistency (Chang et al., 2021).
Improving Housekeeping and Maintenance Standards 
Guest satisfaction necessitates cleanliness and appropriate maintenance. Poor maintenance is one of the primary causes of negative hotel reviews, according to research (Zrnić and Lončar, 2024).
Key Initiatives
A. Standardized Cleaning Protocols
· Develop a detailed housekeeping checklist to ensure consistency.
· Conduct routine inspections and guest feedback surveys.
B. Real-Time Maintenance Request Tracking
· Introduce digital maintenance software for tracking and responding to guest complaints faster.
· Research shows that hotels with digital maintenance tracking resolve guest complaints 20% faster (Tymoshchenko, 2025).


C. Hiring Additional Housekeeping Staff
· Expand the housekeeping team to reduce room turnover time and improve cleaning quality.
· Studies confirm that overworked housekeeping teams compromise service standards (Kensbock et al., 2019).
Rebranding and Online Reputation Management 
An effective rebranding strategy can rebuild guest trust, improve the hotel's image, and drive bookings.
Key Initiatives
A. Updating Hotel Listings with Accurate Descriptions
· Ensure all room descriptions and images reflect actual conditions.
· Research shows transparent marketing increases customer trust and booking conversions (Merlo et al., 2018).
B. Addressing Negative Reviews Proactively
· Respond to complaints promptly and professionally to rebuild credibility.
· Studies confirm that hotels actively engaged with guest reviews improve ratings by 20-30% (Nicky, 2024).
C. Investing in Social Media and Digital Marketing
· Launch targeted campaigns showcasing improvements (e.g., cleaner rooms, better service).
· Research indicates that hotels that improve their digital marketing presence increase direct bookings by up to 35% (Proença, 2023)
Magnificent Hotel Istanbul can significantly improve guest satisfaction, operational efficiency, and financial performance by implementing these strategic recommendations.

Change Implementation Strategy 
Proactive engagement, clear communication, and effective leadership are essential for successfully implementing… change. Staff cooperation, guest satisfaction improvements, and seamless execution necessitate these strategies. In addition to these methods, more approaches will be proposed to guarantee long-term success.

Leadership Involvement and Internal Communication 
It is imperative to employ a structured leadership approach to assist employees in adapting to change. Research has demonstrated that strong leadership and open communication have strengthened employees' adaptability and engagement in change processes (Ahmadi, 2024).
Key Initiatives
A. Assign a Change Management Team
· Appoint a team of department heads responsible for overseeing the implementation of operational changes.
· Ensure cross-departmental collaboration to align improvements across all areas (Fu et al., 2020).
B. Conduct Monthly Staff Meetings
· Regular meetings will address employee concerns, track progress, and reinforce goals.
· Research highlights that consistent internal communication increases commitment to new strategies (Shulga, 2020).
Staff Engagement and Resistance Management 
Overcoming resistance to change necessitates employee engagement. Research indicates that organisations that involve employees in decision-making experience higher adoption rates and fewer disruptions (Thumburu, 2023).
Key Initiatives
A. Introducing an Anonymous Feedback System
· Create a digital suggestion box where employees can share concerns without fear of retaliation.
· Research shows that anonymous employee feedback improves morale and productivity (Rotich and Deya, 2021).
B. Implement Cross-Functional Training
· Train employees across multiple functions to increase adaptability and efficiency.
· A study on change management in hospitality found that cross-training increases employee commitment to organisational change (Crabb, 2017).
Rebuilding Guest Experience
Improving the visitor experience is essential for re-establishing a positive reputation and increasing the number of bookings. Tanford et al. (2012) conducted research demonstrating the substantial impact of minor but significant service improvements on guest satisfaction and loyalty.
Key Initiatives
A. Offer Welcome Drinks and Personalised Check-Ins
· Implement a welcome package for guests, including complimentary beverages.
· Personalised check-ins help show connection and set a positive tone for the stay.
· Studies show that personalised services are preferred by 77% of customers (Renascence, 2024).

B. Implementing a Guest Feedback Stand
· Install touchscreen stands in the lobby to capture real-time guest satisfaction ratings.
· Immediate feedback allows for quick problem resolution, reducing the chances of negative online reviews.
· Research highlights that hotels using real-time feedback systems improve service ratings by up to 20% (Vorecol, 2024).
Magnificent Hotel Istanbul can guarantee long-term success by improving visitor satisfaction, increasing staff engagement, and operational efficiency by implementing these change management strategies.

Measuring Success and Performance Metrics 
To guarantee that the strategic recommendations and change initiatives that have been proposed produce favourable outcomes, Magnificent Hotel Istanbul must monitor tangible success indicators. This section defines a structured review process for continuous improvement and key performance indicators (KPIs).
Key Performance Indicators (KPIs) 
In the hospitality sector, operational success is evaluated through performance measurement. Studies confirmed that hotels that monitor performance metrics experience increased operational effectiveness and customer satisfaction (Dasandara et al., 2022).
A. Guest Satisfaction Scores (TripAdvisor, Google Reviews)
· The percentage of positive guest reviews (4 stars and above) will be tracked.
· Research shows that a 1-star increase in a hotel's online rating can result in a 9% revenue increase (Lai and Choi, 2015).

B. Employee Retention Rates Post-Training
· Monitoring staff turnover rates before and after implementing training programs.
· Studies confirm that employee satisfaction and retention improve significantly when training programs are in place (Sesen and Ertan, 2022).
C. Room Cleanliness Scores Based on Guest Surveys
· Direct guest feedback will be collected through in-room surveys to measure cleaning effectiveness.
· Hotels with cleanliness ratings above 4.5/5 have higher guest return rates (Bhuian, 2020).
D. Operational Efficiency (Time Taken for Maintenance Requests)
· The hotel will monitor average resolution times for guest-reported issues.
· Research highlights that quicker response times correlate with higher guest satisfaction (Glaveli et al., 2023).
Review and Continuous Improvement 
To preserve service quality and sustain improvements, it is imperative to conduct routine assessments and make data-driven adjustments.
1. Conduct Quarterly Operational Audits
· An internal examination team will evaluate service improvements, staff performance, and guest feedback trends.
· Research suggests that hotels conducting quarterly inspections see an improvement in efficiency up to 20% (Studzieniecki et al., 2018).
2. Host Focus Groups with Guests and Staff
· Gather qualitative insights from guests and employees to understand pain points and satisfaction levels.
· Hotels that actively seek guest and staff feedback adapt faster to market needs (Testa and Sipe, 2012).
3. Adjust Strategies Based on Data-Driven Feedback
· Implement changes based on KPIs and guest insights, ensuring continuous improvement.
· Research confirms that hotels upgrading operations based on real-time feedback achieve better long-term performance (Kala and Bagri, 2016).
Magnificent Hotel Istanbul can consistently monitor these metrics, guarantee financial success, guest satisfaction, and sustained operational improvements.

Cost and Budget Analysis 
The report provides a detailed cost-benefit analysis to assess the proposed changes' financial implications accurately. This guarantees the hotel optimises its return on investment (ROI) while improving operational efficiency, customer satisfaction, and profitability.
Estimated Costs of Implementation 
The proposed improvements necessitate a total one-time investment of £22,000, which will be distributed as follows:
1. Staff Training Program – £5,000
Investment in customer service training will improve visitor interactions through employee competence, conflict resolution, and communication.
· Hospitality training will address complaints about offensive and aggressive staff, a major guest concern (Suhag, 2017).
· Multilingual training will help bridge language barriers, a common issue for international travellers (Hack-Polay et al., 2022).
· Effective staff training has been proven to increase guest retention by 34% (Keswin, 2022).
2. Housekeeping Upgrades – £3,000
A cleaner and well-maintained hotel increases positive guest experiences and online ratings.
· Additional cleaning staff will allow rooms to be cleaned more thoroughly and faster.
· New cleaning equipment will increase efficiency and meet hygiene expectations.
· Hotels investing in housekeeping improvements meet a 30% increase in guest satisfaction scores (Kamotho, 2024).
3. Marketing and Rebranding – £8,000
A stronger online presence is critical to attract new guests and recover from negative reviews.
· Updating hotel listings guarantees accurate descriptions and professional photography, improving booking confidence.
· Social media and digital advertising campaigns will highlight service improvements and build a new brand identity.
· Hotels investing in reputation management increase in direct bookings (Al-Adamat, 2015).
4. Technology Investments – £6,000
Technology will modernise maintenance management and guest service tracking.
· Automated maintenance tracking will reduce room downtime and guest complaints related to broken amenities.
· Real-time request management ensures issues are handled efficiently, improving guest satisfaction and operational workflow (Kurniawan et al., 2024).
Total Investment: £22,000
Return on Investment (ROI) 
To accurately assess the financial impact, compare revenue before and after improvements.
	Category
	Details

	Revenue Before Improvements
	

	Low Season (45% occupancy)
	£63,180

	High Season (85% occupancy)
	£188,700

	Total Annual Revenue Before Changes
	£251,880

	Revenue After Improvements
	10% increase in both occupancy and room rates

	Low Season (55% occupancy, £28.60 avg. rate)
	£77,016

	High Season (95% occupancy, £44 avg. rate)
	£239,916

	Total Annual Revenue After Changes
	£316,932

	Financial Gains
	

	Annual Revenue Increase
	£65,052

	ROI
	296% within the first year

	Payback Period
	~4 months



By recovering costs in just 4 months, these investments ensure long-term profitability, improved guest loyalty, and stronger market positioning. 




Action Plan
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget (£)

	Unprofessional Staff Behaviour and Communication
	Implement structured staff training on hospitality etiquette, multilingual communication, and conflict resolution.
	Improved guest interactions, reduced complaints, and improved online reviews.
	3 months
	15/07/2024
	5000

	Poor Housekeeping Standards and Maintenance Delays
	Hire additional housekeeping staff, enforce strict cleaning protocols, and invest in new cleaning equipment.
	Higher cleanliness scores, fewer guest complaints, and improved occupancy rates.

	4 months

	30/08/2024
	3000

	Negative Online Reputation and Low Guest Trust
	Update hotel listings with accurate descriptions, invest in social media marketing, and actively manage guest reviews.
	Improved guest trust, higher review scores, and increased direct bookings.
	5 months
	15/10/2024
	8000

	Inefficient Maintenance and Service Request Management
	Deploy automated maintenance tracking software to improve response times and service efficiency.
	Reduced service downtime, faster problem resolution, and increased operational efficiency.

	3 months
	30/07/2024
	6000



Conclusion 
The significant operational challenges that Magnificent Hotel Istanbul faces are evident in the findings of this consultancy report. The hotel's reputation, financial stability, and visitor satisfaction have all been significantly affected by the persistent issues of unprofessional staff behaviour, ineffective maintenance, misleading room descriptions, and poor cleanliness. These recurring concerns are underscored by guest reviews on numerous platforms, which has led to a decrease in occupancy rates and a decrease in revenue generation. In a global tourist hub like Istanbul, the hospitality industry is becoming increasingly competitive. Failure to address these concerns will result in a further decline in market positioning. The proposed strategic interventions are designed to improve financial performance, restore trust, and restore service quality by implementing a structured and sustainable improvement plan.
This report identified the hotel's internal vulnerabilities and external market conditions using key analytical frameworks—STEEPLED, SOAR, and TOWS—to facilitate the development of actionable recommendations through a data-driven approach. The STEEPLED analysis offered an in-depth understanding of the external social, technological, economic, environmental, political, legal, ethical, and demographic factors that impact the hotel's operational challenges. The SOAR analysis helped in the identification of strengths and opportunities that the hotel could capitalise on to strengthen its competitive position, while the TOWS framework facilitated the development of targeted strategic responses to mitigate weaknesses and threats. These tools have been essential in the development of an in-depth strategy that not only addresses immediate concerns but also guarantees long-term operational efficiency and visitor satisfaction.
The report's recommendations concentrate on three primary areas: the improvement of staff training and service culture, improving the quality of sanitary conditions and maintenance, and the rebranding efforts to restore the organisation's online reputation. The hotel will provide its staff with the necessary skills to boost guest interactions, professionally address complaints, and eliminate language barriers by investing in comprehensive customer service training. Not only will a more refined and guest-oriented staff reduce negative reviews, but it will additionally improve guest retention and encourage repeat bookings. In addition, improved quality of the guest experience, faster problem resolution, and cleaner rooms will be guaranteed by the implementation of standardised cleaning protocols and maintenance monitoring systems. These operational changes will directly contribute to higher occupancy rates and revenue growth, as cleanliness remains one of the most significant drivers of visitor satisfaction.
The report additionally highlights the significance of rebranding and online reputation management in order to re-establish guest trust and attract new consumers. The hotel can alter the public's perception of the hotel by updating its online listings with professional images and accurate descriptions, responding proactively to negative reviews, and initiating targeted social media campaigns. This strategic approach will allow the hotel to position itself as a more dependable and guest-centric company, as online reviews have a significant impact on booking decisions. When implemented in conjunction, these interventions will result in improved visitor satisfaction, strengthened brand credibility, and increased revenue generation.
In order to guarantee that the proposed strategies are financially viable and generate a substantial return on investment (ROI), an extensive cost and budget analysis was implemented. The estimated total one-time investment for the changes is £22,000, which includes staff training, housekeeping upgrades, marketing efforts, and technology investments. The hotel is anticipated to recuperate its investment within four months, resulting in an annual revenue increase of £65,052, as a result of a projected 10% increase in occupancy rates and room pricing adjustments. This financial analysis substantiates the assertion that the implementation of these upgrades will not only drive significant profitability but also improve service quality.
In order to facilitate the systematic execution of these strategic interventions, an action plan has been created. This comprises performance metrics, budget allocations, and explicit timelines to guarantee that the modifications are seamlessly integrated into daily operations. The effectiveness of these interventions will be assessed by key performance indicators (KPIs), such as operational efficiency benchmarks, staff retention rates, room cleanliness evaluations, and visitor satisfaction scores. Furthermore, the hotel will implement continuous feedback loops and quarterly audits to evaluate progress and make the necessary adjustments, which will ensure that the hotel continues to develop in a sustainable manner.
In summary, this consultancy report offers a structured, evidence-based strategy for the revitalisation of Magnificent Hotel Istanbul. The hotel will be in a favourable position to regain its reputation, increase occupancy rates, and drive long-term profitability by addressing operational inefficiencies, improving service quality, and boosting guest engagement. The recommendations presented in this report are not just temporary solutions; they are intended to guarantee sustainable growth, which will improve the hotel's competitiveness in the constantly changing hospitality industry.
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Aggressive Staff - NOT SAFE

My fiancee and | were excited about this property s it was in a good location and affordable; however, it ended up.
being a nightmare experience, and we were treated - without a doubt - worse than we have ever been treated by any
hotel.

1. Our room was not ready by our 2pm check-in time and we had to wait until 3:30.

2. The first room we were taken to was in the basement where toilst paper and cleaning supplies were kept. There were 2
single beds, a large pipe that ran low across the ceiling, and a small window that looked onto the sidewalk above. We.
told the hotel manager this was not the room we booked.

3. He was remarkably unapologetic. Only after we showed him pictures of the room we booked via Expedia did he
reluctantly agree to take us to another room. The second room was not much better than the first. It was barely bi
enough for @ double bed to fit, there was no hot water, and the sheets were dirty. We again told him this was not the
room that we booked

4. He took us to the third room, while complaining that he was doing us a favor and saying that this was our last chance.
The third room was, in fact, the room we booked: howsver, when my flancee went to check if there was hot water in the
bathroom, the hotel manager started yelling at her., telling her there was hot water. She told him she simply wanted to
make sure. He yelled louder, got closer to her, and shouted at her to feel the hot water. He was loud and shaking with
anger.

5. We didn't feel safe in this hotel, in a foreign country, so we stayed at another hotel

Read loss ~

Date of stay: March 2019

Trip type: Traveled as a couple
Room Tip: Photos do not mateh the room they end up giving you. Boware of this scam!

See more room tips
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