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Executive Summary
[bookmark: _Hlk127482343]The hospitality industry is largely dependent on its customers and the efficiency of the employee. Britannia Airport Hotel Manchester is the selected hotel that has been used in this consultancy report. Areas of concern have been pointed out in this consultancy report and suggestions have been provided to deal with the salutations. A PESTLE analysis has been conducted for analysing the external environment of the organisation. The political situation of the UK is currently stable though Brexit influenced it to some extent. Stability has positively impacted the operations of the organisation. The economic situation of the UK is balanced as the GDP with a per capita income of 41030. Contrary to the situation the inflation rate of the organisation is also increasing negatively influencing the purchasing power of the targeted customers. Britannia Hotels has been in the headlines of newspapers due to their reduced position and negative brand image. SWOT analysis has been completed here for understanding the strength and weaknesses factors of the organisation. The strength factor that has been found from the website is that it is established in a prime location where transportation is efficient. Moreover, the official websites state that various types of rooms are available in the organisation
The second section after the analysis focused on critically evaluating different issues that had been mentioned in the previous section. The maintenance issue is the main issue and according to a survey conducted among the guests of the hotel, it can be found out that 51% faced some kind of problem while staying at the hotel. The cleanliness of the hotel is the main area of complaint as the hotel chain has been rated 1 start out of five (Dye, 2022). The financial year 2021 was the worst for the organisation as it faced a reduction in sales by 68% in the year (Robinson, 2022). The reason behind the fall was Covid-10 though it was only a part and the organisation suffered losses due to the negative brand image. Britannia Airport Hotel Manchester gained a negative image as it faced several problems related to food, accommodation and the service provided by the staff members. Concluding the discussion some issues have been discussed and an action plan is created for dealing with the problem. Some recommendations have been provided in this consultancy report such as the reducing prices of the food available in the restaurants. Improving the cleanliness of the organisation is another recommendation that has been included here. 
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[bookmark: _Toc127482292]Introduction
A consultancy report is a written document requested by a client to provide an overview of their business operations. The report finds out the factors responsible for hampering the business and analyses it for the client to understand the areas to be developed. The following consultancy report will be drafted for Britannia Airport Hotel located in Manchester. Currently, the hotel has received a staggering number of bad reviews on many booking websites because of its poor service quality. They have inadequate management facilities, slow services, malfunctioning lifts and a polluted atmosphere. Customers have been dissatisfied with their services, and much skilled staff have left their position. This consultancy report will carefully analyse the issues the hotel has been facing recently. The report will start with a brief background of the hotel including its location, rooms and services. Along with this, current reviews by the customers about the hotel will also be mentioned to understand the condition of their operations. The internal and external environment of the hotel will be analysed by using SWOT and PESTLE analysis to understand their strengths and weaknesses, along with opportunities and threats in the market. With the help of PESTLE analysis, the hotel management will be able to understand the external factors that are affecting their business operations. These factors can also be used to find out the opportunities they have and eliminate any weaknesses for improved business. 
Further, to provide the Britannia Airport Hotel with a sense of direction so that they can plan their future strategies for improvement a TOWS analysis will be conducted. With the help of TOWS analysis, the hotel will be able to match its strengths and opportunities and weaknesses with threats. By doing so the Britannia Hotel will be able to utilise its internal resources for changing its business. After analysing the hotel's internal and external environment, management strategies will be suggested in the report. A wide range of management techniques will be considered such as staff training, considerations of the reviews on the websites and media and other internal environment problems that are decreasing their tourist footfall. Both positive as well as negative aspects of the Britannia Airport Hotel will be highlighted in the report while making the suggestions.
Relevant data and statistics will be provided while investigating the hotel and providing appropriate solutions for it. After finding the areas that could be improved inside the hotel and the areas that can wait, a summarisation of the hotel and its departments will be a part of this report. This will include their rooms, restaurants, bars and other sections. By using this review of the hotel, it will be clear what action plans have to be made and implemented so that the hotel is improved. The action plan will be a part of this consultancy report, which will be drawn in a table. This table will show the problem, the solution, the outcomes that are desired after implementing the solution, the time frame for implementation and the budget allocation. At the end of the report, the action plans will be summarised in short in the recommendations section. 


[bookmark: _Toc127482293]Scope and Analysis
[bookmark: _Toc127482294]Company Background
Britannia Hotels can be considered as the British branded hotel group that has around 63 hotel chains across Great Britain. It is a private hotel and hospitality chain that was founded in 1976 by Alex Langsam and has its headquarters situated in Hale, Greater Manchester and England.  The company mostly operates in a budget form in the market which also consists of the portfolio of Pontins Holiday Park (britanniahotels, 2023). The services offered by this hotel chain include conference events, banquet functions, health club memberships and many more. Britannia hotels managed to generate a revenue of approximately 38 million pounds with an operating income of 6 million pounds. Therefore, the brand successfully managed to provide employment to 12,000 workers (similarweb, 2023). The Britannia Airport Hotel which is located in Northenden has been considered to be a better location for every leisure and other business guest. Since it is closer to the airport of Manchester, it has been declared very ideal for travellers which are looking for affordable hotels present in Manchester. Even then, in present times, Britannia Hotels had been a prime subject of widespread criticism on the grounds of hygiene and other maintenance in the Manchester branch. This in turn made a declaration of being the worst hotel chain in the United Kingdom (vinsights, 2023).  
[bookmark: _Toc127482295]PESTLE Analysis

	Political factors
	Political factors widely play a crucial role in determining every factor which has impacted Britannia Airport Hotel Manchester in the Manchester market. The political factor in the UK is very stable with lowered corruption. Their administrative system is also quite rigid where there is a presence of intellectual protection of properties. Therefore, the taxation rates are very low followed by industrial safety regulations present in service sectors. Moreover, the events of Brexit have also caused the British to exit from the European Union which formed a sense of uncertainty (Davies and Kolaczkowski, 2022).

	Economic factors
	Some economic factors like the rate of inflation, savings, interests, and foreign exchange help to determine the demand and investment in a certain economy. The GDP of the UK was recorded to be around 2.7 trillion pounds with a per capita of 41030. Hence, it can be considered that the economic conditions are very stable in a diverse economy since the market is very diverse for hotel businesses. This led to direct investment from foreign sectors. Even then, there has been a rise in inflation rates which was recorded to be 1.94% and has continued to increase which led to higher unemployment (Nguyen and Trinh, 2022). 

	Social factors
	The culture of society and their way of performing things always bring significant impact to the culture of a society. According to ONS, the UK population is expected to rise by 70 million by 2039 where the labour market including the health care system falls in line. People in the UK spend a higher amount of their money towards leisure interests and good living. This means that they put their health as a priority along with updating their education system every year with current information. Moreover, the rise of inflation rates gave rise to significant unemployment and hence their per capita income also started to decline (Daniel et al., 2023). 

	Technological factors
	As per the technological factors, the United Kingdom is recorded to have the highest and also leading developed institutes by putting constant effort to update modern technology. Since the economy of the UK is very stable, it helps in the invention and development of new technologies. As a result, the technical upgrade has further succeeded in other international regions. Therefore such technologies are used by the hotel industries for keeping up with their competitors by impacting product offerings. This has also brought an effect on value chain structures for the service sectors too (Sweeting, 2022). 

	Legal factors
	There are times when certain legal frameworks and other institutions are not quite robust enough for the protection of intellectual property rights. This makes firms carefully evaluate their markets for getting a competitive edge. Therefore, the industries which have started to operate their overall business are required to adhere to the Employment Act of 1996 (legislation.gov, 2023). This act offers protection for the rights of every worker on the grounds of sick pay, holiday pay, leave, and minimum wages. Along with that, the Equality Act of 2010 helps to offer protection to the individual against race, colour and gender-based differences (Smith, 2022). 

	Environmental factors 
	Every type of company has faced many serious environmental challenges since any economy cannot manage to move forward without the process of industrialisation. Most of all, pollution and different environmental issues have been coming along with it. Therefore, any hotel has to take necessary steps related to recycling, less wastage and usage of plastic items and other eco-friendly services. The United Kingdom has also faced other environmental issues such as bad weather conditions yet the British summer continues to attract tourists and visitors from across the world. Therefore, the tourism industry continues to generate a revenue of 125 billion pounds approximately every year (Chouaibi et al., 2022). 



Summary 
Thus, the above PESTLE analysis briefly provides an idea of the external market analysis in the United Kingdom. It can be seen that the government of the UK is very stable with lesser corruption levels and a stronger administrative system even though Brexit has caused issues related to unemployment. The overall GDP of the United Kingdom is also very high which places the nation in 6th position on a global scale. The economy is quite diverse and has direct investment from foreign nations with minimum tax rates and higher inflation and unemployment rates (cipd, 2022). The people give priority to their health care and education system for living a leisurely lifestyle. Moreover, technical developments have continued to rise in the UK where entrepreneurs have made investments in inventions and other developments. Companies in such regions are also required to follow certain laws and legislations such as the Employment Act 1996 and Equality Act 2010 for the proper conduction of businesses (legislation.gov, 2022). Lastly, industries are also needed to maintain environment-friendly operations for the reduction of waste and products which are harmful to the environment.  
[bookmark: _Toc127482296]SWOT Analysis

	Strengths
	Weakness

	The primary strength of the Britannia Airport Hotel has been the glance location of Manchester airport where visitors in that region have been able to get attracted as it is situated 3 miles away from the airport. Moreover, air-conditioned bedrooms, lodging, restaurants, and lodging has contributed to being a bigger strength for the hotel (Benzaghta et al., 2021). 
	As Britannia Hotels have been criticised for being the worst hotel chain in the United Kingdom, the Manchester chain received higher criticisms. Those criticisms mainly came due to poor maintenance, lack of trained staff, and bad food service which have led to customer dissatisfaction and affected the image of the brand (Teoli et al., 2019). 

	Opportunities
	Threats

	As Manchester is one of the higher regions that have been visited in the UK due to football games, this puts a greater scope for the hotel brand to make amends for every customer dissatisfaction. This can be done by primarily bringing efficient and skilled labour for bringing sufficient change within their system. 
	Since people from both local and international regions visit the regions of Manchester, if the services are not improved then it can further affect the brand image on an international scale. This can deny them from attracting new and potential customers which can lead to a further decline in their annual revenue (Vlados, 2019). 



Summary 
The above SWOT analysis has thoroughly shed light on the internal factors of Britannia Airport hotel in Manchester by highlighting their potential strength, opportunities, weakness and threats. Manchester location has been considered to be a good location for attracting new visitors by offering air-conditioned facilities, lodgings, and bookings. This has also given rise to further bad conditions such as poor maintenance, untrained staff, and the worst quality of food. Therefore the hotel brand can hire better and more skilled professionals for bringing necessary changes or else it can affect the brand image which will decline their overall yearly revenue (Puyt et al., 2020). 
[bookmark: _Toc127482297]Strategies that Britannia Airport Hotel Manchester can implement to overcome the issues
Britannia Airport Hotel Manchester is a hotel that is going through several problems as found from the several reviews available online. The previous section has highlighted the details about the particular facts regarding the branch of Britannia Hotels. This hotel chain has been in the news for the reviews from customers and staff shortage problems, However, all the factors about the hotel are not negative and some positive factors exist that keep the business running. This consultancy report aims to provide some strategic solutions on the different solutions that can be used. The problems that have been identified through the application of SWOT and PESTEL framework need to be critically analysed for gaining perspectives. 
[bookmark: _Toc127482298]Maintenance 
The housekeeping department of a hotel is generally responsible for maintenance that can be primarily divided into routine, preventive and scheduled maintenance. Regular or routine maintenance is very essential as staff needs to conduct this every day to meet the standards of hygiene. Britannia Airport Hotel Manchester is one of the problems that is dealing with maintenance problems as customers are reporting poor room condition (BBC, 2023). One of the guests in the hotel described the room as "filthy" and suspicious blood strain was found in the room (Howarth & Holt, 2022).  
Positive factors
Maintenance of the rooms is a problem within the hotel however some positive factors are still present. Different types of rooms are available in the hotel such as Deluxe twin rooms and the standard double room where widows exist. Britannia Airport Hotel Manchester allows customers to come with their pets by extra payment. Smoking in the rooms is not allowed making it an ethical practice within the hotel. Moreover, the food and beverages are not cheap however, the rent of the room is budget-friendly (trip, 2023).  
Negative factors
Reviews on the different sites regarding the hotel are negative and it has been voted as the worst hotel for maintenance. There are complaints from the customers that huge strains of smoke were present. The bedding of the hotels is not changed regularly as per the visitors and one individual complained that it was not done for three weeks. Quoting one of the customers of the organisation the rooms of the hotel are “terrible, dirty bathroom, stains everywhere” (Sayid, 2022).  
Strategy
Providing the customers with a comfortable experience of staying in the hotel property is essential for the growth of a business. Some typical tasks need to be performed by the staff of Britannia Airport Hotel Manchester for providing customers with better rooms and services. Refrigeration, heating systems, flooring, wall paints and lighting are the factors that need to be of high quality and clean for dealing with the problems such as stains that have been mentioned by many customers. Keeping a log of the maintenance that is performed by the hotel is one of the suitable strategies for dealing with the situation. One of the customers found blood stains in the hotel room and this negatively impacted their sense of security. Taking steps to make the guests feel secure is a strategy that can be helpful to deal with the situation. Preventive maintenance software is one of the solutions that can be beneficial in streamlining the activities performed by staff in real-time for maintenance (Eisner, 2022). 


[bookmark: _Toc127482299]Employees of the organisation 
Employees or staff of the hotel directly communicate with the customers and having skilled ones is essential for attaining growth. One of the issues or weaknesses that could be identified from the reviews on websites such as Trip Adviser is that employees in the organisation are not always trained properly.
Positive aspect
Britannia Airport Hotel Manchester offers some opportunities to their customers that can help motivate them to do better. Some reviews stated that employees on the front deck of the organisation were very warm and welcoming. 
Negative aspects
The situation of employees and training is not beneficial in any property owned by the Britannia Hotel chain. According to the statistical data, 1/3rd of the employees were cut off in recent times to deal with huge financial losses (Dye, 2022). Nearly 1000 individuals working for the organisation lost their work under this hotel chain and the selected property was not exceptional. The annual turnover of the organisation was reduced from £120.4m to £38.3m in the financial year 2021 leading to a loss of jobs. A sense of insecurity already prevails among the employees of the hotel and the lack of training can negatively influence the services  (BBC, 2020). Lack of proper training can reduce the engagement of employees with their job roles. Some strategies need to be applied for dealing with the situation. 
Staff training as the strategy
Training the employees of the organisation is a practical approach to the complaints of the customers and improving the financial performance of the organisation. The new candidates joining the hotel must be provided with a proper onboarding process for them to learn about the duties. Britannia Airport Hotel Manchester can overcome the recent challenges by training the employees about customer handling. The employees need to become able to recognise the demands of the customers and provide them with comfortable staying. Hence, a new training programme needs to be launched within the hotel after recognising the limitations they have (Frost, 2019). Trained staff will be able to utilise their full potential and help the hotel in reviving its financial position. 
[bookmark: _Toc127482300]Brand image 
Britannia Airport Hotel Manchester falls under the brand name of Britannia Hotel which was one of the popular service providers to British People a few decades ahead. The hotel has a history of hosting many honourable guests such as Winston Churchill. The situation has changed drastically as it has been rated as the worst hotel chain even though it has 60 hotels around the country (Parveen, 2022). 56% is the score of the organisation regarding customer satisfaction. 28% of the individuals staying in the hotel were unhappy with their stay in the hotel. Recently two men in another branch of Manchester were found dead in a hotel room and an inspection is ongoing (BBC, 2018). The situation damaged the image of the hotel chain. 
Positive factors 
Currently, no positive aspects regarding the brand of Britannia Hotels or the particular brand can be found. However, several advantages can be enjoyed by the organisation with the development of the current brand image. A positive image in the market will be effective in attracting more talent from the market and customers with the help of promotional strategies (Baker, 2022). 
Negative factors
Britannia Airport Hotel Manchester has decided against boarding the refugees in the hotel and the situation has raised some controversies regarding the brand. 300 people seeking asylum are staying within the hotel property and an investigation is going on regarding the hotel. The council referred to the change of use as completely unacceptable. Further, it has been argued that the organisation is becoming a hostel from a hotel which is harmful to its reputation. The organisation can lose their loyal customer in case they shift its focus from being a prestigious hotel to a place of refugees.  The situation needs to be dealt with more carefully by the hotel regarding its reputation in the market. 
Strategies        
Inbound marketing is a solution that Britannia Airport Hotel Manchester can incorporate for identifying the strategies that are needed for improving the brand image of the organisation (Czinkota et al., 2021, pp.1-42). This strategy can help provide customers with different content at different stages of their purchase or booking of the service (Geyser, 2022). Some strategies within inbound marketing are discussed below for re-establishing the image of the brand.
Value proposition 
Management of Britannia Airport Hotel Manchester needs to have a proper understanding of the value proposition of the business. Analysis needs to be conducted for recognising the situation and knowing the proposition of the hotel will suggest that they know about the service they are providing and the targeted market (Coleman, 2022). Clarity can be instrumental in improving the image of the brand. 
Website design     
The official website of Britannia Airport Hotel Manchester is information regarding their services however the site is not interesting. Effective design of the website will help present the true image of the hotel and the value followed by it. The design, messages and experience of the website can enhance the image of the brand in the market. 
Social media   
Social media can help promote positive messages and activities performed by the hotel to the targeted market. Various social media portals can be utilised for this purpose as they can be used for posting creative content regarding the brand (Statista, 2022).                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                  
[bookmark: _Toc127482301]Location of hotel 
The location of a hotel plays an important role in the success of a business and this is one of the very few benefits that Britannia Airport Hotel Manchester can achieve. Britannia Airport Hotel Manchester has situated nearby the airport for making and it is the greatest advantage of the hotel. There are some positive factors of being situated in a prime location and still some negative factors. 
Positive factors 
Britannia Airport Hotel Manchester has several facilities within the walking distance as the Airport is at a distance of 5 mins. There are the best golf courses around the location of the hotel where the customers can spend time on a weekend stay. There are various shopping destinations around the hotel such as The Lowry and Manchester City Center (britanniahotels, 2023). Moreover, the location is famous for being the home of the two greatest football clubs in the world. Some stadiums are situated in Etihad Stadium along with Old Trafford. Britannia Airport Hotel in the area has affordable rooms making it an attractive option for people to stay overnight. The location provides the advantage of attracting tourists reaching Manchester by aeroplane. 
Negative factors 
The location of the hotel does not include any disadvantages to the business outcomes of the organisation. Britannia Airport Hotel Manchester has only a disadvantage related to the high competition in the market due to the prime location.
Strategies
Location is one of the strengths of the organisation and it can implement strategies for improving the situation of the organisation to gain a competitive advantage. The organisation can take advantage of their prime location and promote it creatively for gaining success. Britannia Airport Hotel Manchester can enhance their transportation between the airport and the hotel to streamline the pick-up service. Moreover, the hotel can appoint a tour guide who can take the guests around for shopping, golf or football games. Along with that, famous football players can be approached for promotional purposes to attract customers to the hotel.


[bookmark: _Toc127482302] Findings & Results
	Departments
	Analysis of their roles and challenges

	Food and Beverage 
	Dining serves as one of the key attractions within hotel services for the customers (Guan et al., 2019). A good food and beverage department can showcase the quality of the hospitality brand. However not every hospitality sector is known to deliver quality food and beverage service to their customers. The role of the food and beverage division within the Britannia Airport Hotel is to plan the menu for the food and beverages provided within the restaurant section of the hotel. These food and beverage services can be availed by the customers through room services as well. The staff within the department is responsible for all the activities behind the food preparation, taking orders from the customers and serving them via room service or on the table. They are also expected to ensure that the kitchen is sanitary and that food is prepared following all the safety regulations (Linda et al., 2020) . However, it is not maintained by the food and beverage department of the Britannia Airport Hotel. The restaurant of the hotel branch does not maintain a very hygienic kitchen. Cooked food is frozen for days in the freezer and then it is reheated and served to the guests. Sometimes the food served to the guests is overcooked or sometimes they are served cold, which causes a lot more chaos at the dining table for the guests. Moreover, the menu options provided by the restaurant have few options in it and are priced at a quite higher rate than their quality. The extra charge for room service for the beverage makes it really costly for the customers to avail of it. 

	Housekeeping
	The housekeeping department of the hospitality sector is responsible for the maintenance of the sanitation, hygiene and cleanliness of the hotel and the rooms within (Sadhale, 2021). The environment of the hotel and its rooms are enhanced and decorated by the housekeeping team. Failing in the tasks assigned to the housekeeping department can result in the hotel showing signs of an unhygienic environment with dirty rooms, hallways and dining areas. The housekeeping department of the Britannia Airport Hotel Manchester is divided into a floor supervisor, head housekeeper and room attendants. They are entitled to clean each and every room of the hotel before new guests arrive (Nimri et al., 2020). The cleaning process involves changing bedsheets, doing laundry, restocking fresh room supplies, removing trash and dusting. They need to pay attention to the small and intricate details and modify it accordingly in order to maintain an aesthetic and welcoming environment for the guests.  However, the issue with the Britannia Airport Hotel Manchester is that their housekeeping lacks the expertise in maintaining a healthy and hygienic environment. The staff is undertrained and lacks professionalism. Often the housekeeping department is found to be wasting their time chatting and doing activities that are not work-related. They do not tend to clean the rooms properly and at times force the guests to give them tips for their services. Guests have complained repeatedly about the rooms being dirty and in unhygienic conditions, especially the shower room. Untidy glasses and used towels are at times being kept in the hotel rooms and the guests are highly annoyed by this fact.

	Maintenance
	The maintenance of the building property of the hotel is looked after by the maintenance and operations department. They overlook the maintenance issues of the hotel such as furniture repair, plumbing, landscaping, air conditioning, and ventilation of the hotel. Issues within the maintenance department of a hotel can result in the hotel having poor infrastructure and slow or poor functioning of the hotel resources (Longart, 2020). Britannia Airport Hotel Manchester is famous for the poor maintenance of its infrastructure. Customers have repeatedly complained how the water running services of the hotel never work well. The hotel has been rated as the worst hotel to stay for on many websites due to the unavailability of hot water during showers, water leakages and many other plumbing-related problems. Apart from the water-related issues, there have been issues with the overall poor maintenance of the hotel. Appliances in the rooms do not tend to work properly, at times even resulting in a short circuit. Guests have complained about noisy refrigerators inside the room. The floors of the room have also been found to be dusty and at times small insects can be observed roaming around the floor. Guests are afraid to put their infants on the floor due to these reasons. The hotel has not resorted to the latest technological facilities in maintaining the rooms and the lobby floor clean. There have been issues with proper waste management as well as wastes are not separated within the hotel. The rooms do not provide two separate dustbins for wet waste and dry waste. 

	Human Resource
	The Human resource department within the hospitality sector manages all the staff within the hotel. The function performed by the HR department consists of recruitment processes, staff training and development, employee benefit and payroll management (Pelit and Katircioglu, 2022). The HR writes job postings on reputed websites in order to attract skilled employees to the hotel from there. After the interview session, if the candidates are selected, it is the role of HR to train the employees about the activities of the hotel and also inform them about their benefits. The Human Resource department in Britannia Airport Hotel Manchester has tried training their employees to be efficient with their work. However, the hotel staff has shown less professionalism which has developed into a serious matter of concern for the hotel. There have been instances, the employees had complained about doing extra work although not being paid enough for it. This type of action discourages the employees for working further. The employee retention of the hotel has also been observed as decreasing day by day. These challenges faced by the hotel showcases that the Human Resource department of Britannia Airport Hotel Manchester has failed to function efficiently by training their employees properly. The challenges regarding this, if not addressed by the higher authorities might impose a threat to the hotel branch. 




[bookmark: _Toc127482303]Action Plan 
	Number 
	Problem 
	Solution 
	Desired Outcome 
	Time
scale
	Completion
Date
	Planned
Budget

	1
	Lack of training 
	Introducing innovative training programmes is a solution to the problem that the organisation is currently encountering. Orientation and onboarding are the two-programme applicable for the new employees of the organisation. Introduction of the organisation, goals and objectives will be clarified for making the employees aware of the job roles. Customer service training needs to be provided to the employees of Britannia Airport Hotel Manchester to ensure that they behave appropriately with customers and meet their demands.  
	The outcome of the training is that the employees will understand their role and perform best to their ability to satisfy the demands of the customer (CFI, 2022). 
	3
	15/ 06/2023 
	£20,000

	2
	Maintenance 
	The solution that Britannia Airport Hotel Manchester should incorporate is the adaptation of software for overlooking the activities of the employees in maintenance duty (Adair, 2022). 
	The software can help identify the problems the hotel is facing regarding room maintenance. The strategy of using a monitor can ensure that the staff is completing their responsibilities and customers are receiving a comfortable service. 
	2 months 
	18/04/202\
	£25000

	3
	Negative brand image 
	Brand image can hugely influence the business of an organisation. Value acquisition and new CSR strategies can help in improving the brand (Barauskaite and Streimikiene, 2020). The negative reputation of the organisation can be dealt with by doing some philanthropic activities and environmentally responsible businesses can improve the position of the brand. 
	Improved brand image can positively impact the customer decision-making process. The organisation will become able to attract and retain talented employees within the organisation as a result of an improved image.  
	4 months 
	23/ 06 / 2023
	£20, 000

	4
	Customer dissatisfaction 
	Giving different types of offers and deals to customers while booking rooms is a strategy that can be used for solving the problem of customer dissatisfaction. 
	Increased satisfaction among the customers is expected with the implementation of this strategy in the organisation. The strategy will be effective in positively influencing the opinion of targeted customers to book a hotel room. 
	3 months 
	16/05/2023
	£10,000


[bookmark: _Toc127482304]
Recommendations 
· It is recommended for Britannia Airport Hotel Manchester to include a variety of food items to their menu list. This will help them attract a wide range of food connoisseurs. They should have a separate non-vegetarian menu and an exclusive vegan menu to facilitate their vegan customers (Bissegger, 2023). The mini bar should also include more options of non-alcoholic beverages for the underaged.
· Further it is recommended to the hotel to improve the quality of their food room services. It is for the management to look into whether fresh food is served to the customers and it is made with maintaining proper cleanliness. A good quality of food served will ensure good health of the guests. Thus, they will revisit the hotel restaurant and might tip the chef as well.
· An important tip recommended to the Britannia Airport Hotel Manchester is to reduce the prices of the food and beverage items for people from all financial backgrounds to enjoy them. The prices cannot be reduced, then certain low-priced products should be enlisted in the menu and provided by the restaurants to attract the mass. The room services provided by the hotel have extra charges which can be reduced for everyone to opt for it.
· It is also recommended to Britannia Airport Hotel Manchester to maintain proper sanitation of the hotel premises. Sanitation and hygiene have been highly considered of great importance by the customers after the Covid-19 pandemic (Shin and Kang, 2020). Thus, maintaining proper hygiene will benefit the hotel in following the health and safety measures of the government and showcasing as a socially responsible brand.
· Rooms are where the guests stay for the longest of times within their stay at the hotel. Thus, it is recommended to the hotel to improve cleanliness of the rooms properly with the help of a trained and professional housekeeping. Clean and well-decorated rooms will attract the mass, especially the influencers of today which will help in their brand promotion as well (Choi, 2019).
· A great concern has developed in recent years regarding the waste management of the hospitality sectors. Thus, it is recommended to the Britannia Airport Hotel Manchester to properly manage their waste which will help them in maintaining a healthy environment (Bhila, 2019). It will also help their brand reputation to grow as their responsibility towards the society will be appreciated by their consumers.
· Furthermore, it is recommended to Britannia Airport Hotel Manchester to repair their hotel rooms and lobbies for proper maintenance of the hotel property. No one likes a dusty or a broken furniture within their hotel rooms. Thus, repairing the broken furniture, repairing the falling chippings from the wall, servicing the air conditioners and other appliances is necessary in order to maintain the proper functioning of the hotel and professional reputation of it.
· It is also recommended to the Britannia Airport Hotel Manchester to adopt new technological solutions so that they get advancement within their operations. It will save their operational cost a lot and will help them providing better customer facilities (Baynova, 2020). Their employees will also be benefited by the usage of the internet facilities to do better communication and collaboration regarding the daily tasks.
· Lastly, it is recommended to Britannia Airport Hotel Manchester to practice team building and collaborative exercises to enhance their employee performance. Their employees lack professionalism and need to learn how to achieve a common goal together with collaborating with each other. Hospitality sector runs of effective team work where everyone contributes in serving their customers and meeting the goals of the company (Kim et al., 2022).


Conclusion
The above client report briefly covered the problems or issues faced by the Britannia Airport Hotel Manchester in Manchester as there had been complaints by many visitors. Some of those complaints mostly included terrible services, bad quality of food, poorly trained staff, and bad management of rooms and room services. A proper scope and analysis have been provided where a proper background of the company has been highlighted which included location, feedback, media reports, market share, and the number of employees. A PESTLE analysis was conducted for getting a better understanding of the external market analysis in the United Kingdom followed by an internal SWOT analysis of the hotel. Further, some ways to improve the operations of the company have been shown by considering improved management techniques, and new staff training programmes. This was done by selecting the positive and negative aspects for outlining the strategies with proper data and statistics. Lastly, proper findings and results have been covered by including the TOWS analysis for exhibiting the hypothesis followed by some action plans to improve the operations with some recommendations. 
Therefore, I want to thank you for inviting me to undertake this work to make a consulting report as it gave me many opportunities to explore and research the Britannia Airport Hotel. It provided me with much knowledge about the company including the issues faced by them along with mitigating strategies to resolve them. Hopefully, this consulting report will help you to get a proper understanding of the overall operations and the challenges that come along with it and make necessary decisions accordingly. 
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