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Executive Summary 
This report provides a detailed analysis of the mismanagement at Delta Hotels Nottingham Belfry, a luxury hotel located in Nottingham, United Kingdom. The study covers the organizational structure, the challenges faced by the staff, employee rotation and billing strategies. Using analytical tools such as SWOT, PEST, Competitor Analysis and Ethnography, the report identifies key areas of improvement and proposes strategies to optimize management and increase customer and employee satisfaction.


Organizational Structure and Team Challenges

Delta Hotels Nottingham Belfry employs approximately 150 staff distributed in a variety of roles including reception, food and beverage, cleaning, maintenance and administration. The analysis revealed significant challenges in internal communication, ongoing training and staff recognition.



Main Challenges:
High staff turnover: Caused by lack of continuous training, insufficient recognition and inadequate working conditions.
Communication problems: Poor communication between departments resulting in inconsistencies in the service.
Lack of Continuous Training: Initial training programs are suitable, but lack continuity and specialization.
Impacts of Rotation:
Increased operating costs: High costs associated with the recruitment and training of new employees.
Loss of Institutional Knowledge: Leaving experienced staff results in loss of specific skills and knowledge.
Decrease in Service Quality: Negative impact on consistency and quality of service provided to guests.
Low Staff Moral: It negatively impacts the engagement and motivation of the remaining employees.
Strategies to Reduce Rotation and Improve Management
Training and Development:
Implementation of continuous and specialized training programmes.
Establishment of mentoring and coaching programmes.
Recognition and Incentives:
Development of recognition programs to reward outstanding performance.
Providing financial and non-financial incentives.
Improvement of Working Conditions:
Promotion of a healthy balance between personal and professional life.
Creating a positive and inclusive working environment.
Effective Leadership:
Development of leadership training programmes.
Establishment of an open and constructive feedback culture.
Billing Analysis
The billing of Delta Hotels Nottingham Belfry is derived from various sources, including accommodation, corporate events, weddings and food and beverage services.
Main Income Sources:
Hosting: It contributes 60% of the total turnover.
Corporate Events and Weddings: They represent 25% of the total turnover.
Food and beverage services: account for 15% of the total billing.
Challenges and Strategies:

Seasonality and Competition: Seasonality and strong competition affect employment and income.
Marketing Strategies: Develop marketing campaigns and seasonal promotions to increase visibility and attract customers.
Improving Customer Experience: Focus on quality of service and customer loyalty.
Partnerships and Collaborations: Establish partnerships with local companies and online booking platforms.
Effective staff management and increased revenue are crucial to the success of Delta Hotels Nottingham Belfry. The analysis identified the need for improvements in internal communication, ongoing training, employee recognition and marketing strategies. Implementing these changes can result in reduced employee turnover, increased customer satisfaction and long-term financial sustainability.
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Hotel management is a crucial factor that determines customer experience and operational efficiency. This report critically investigates mismanagement at Delta Hotels Nottingham Belfry, a luxury hotel located in Nottingham, United Kingdom. The analysis will focus on the causes, impacts and possible solutions to the management problems identified, with the aim of improving the quality of the services offered and customer satisfaction. The choice of the topic is justified by the need to understand the factors that contribute to the mismanagement and its consequences. In an industry where customer experience is essential, failures in management can lead to a decrease in customer satisfaction, a high turnover of employees, and a loss of revenue. This study aims to identify these shortcomings and to suggest practical interventions to improve management at Delta Hotels Nottingham Belfry Delta Hotels Nottingham Belfry is part of the Delta hotel chain, known for its high-quality accommodation and comprehensive services. Located in Nottingham, the hotel serves a diverse clientele, offering luxurious accommodation, restaurants, event spaces and a spa. However, recently, concerns have arisen about hotel management, which have negatively affected guest experience and operational efficiency.
Managing a company or even a hotel, such as the one chosen for this report, is not an easy task. Every day, we must make decisions and solve problems that affect everyone's productivity and well-being. Lack of attention and planning for some issues can be harmful to the company. After all, there is no point in dedicating yourself to one job and neglecting all the others. This report will also examine the significance of effective management. A company's management can be compared to the functioning of the human body: if a process is neglected, the result does not come out as expected. For this reason, we can say that efficient management is one that takes care of all the aspects necessary for the proper operation of the business. We meticulously check even seemingly harmless details. There is no point in having an excellent product or service to offer in a market full of opportunities. When well defined and executed, management plays an important role in the daily lives of enterprises and condominiums. In general, it ensures an organised and productive routine, helps identify risks and opportunities, and puts everything in its right place. Also, we are going analyse the impacts that bad management has on a hotel, depending on the size of the hotel chosen. To analyse a hotel's management, we will need effective tools such as SWOT, PEST, and competitor analyses. Being Delta a prestigious 4-star hotel and very well located and the search for this hotel is great. It must be to have a good management because the consumer has a great expectation of quality service from the time they enter the hotel until their departure.
This hotel also offers its large conference rooms for events, daily the hotel receives several companies that hold their events which can reach up to 5 to 6 events daily.
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The literature review is crucial to understanding the concepts and theories related to bad management in hotels. This section examines existing literature on mismanagement, highlighting its causes, impacts and recommended practices for improving management. The aim is to provide a research context for the Delta Hotels Nottingham Belfry case study and to identify gaps in the current search. 

Causes of Bad Management in Hotels:
Poor management in hotels can be attributed to several factors. Studies indicate that lack of adequate training, ineffective communication, inadequate staffing policies and failures in leadership are the main causes of poor management. 

Inadequate Training:  
Inadequate staff training is one of the most cited causes of maladministration in hotels. Baum (2007) argues that continuous training is essential toning quality of service in hotels. However, many hotels offer only basic initial training and neglect the need for continuous training. This results in employees poorly prepared to deal with guest demands and unexpected situations. 

Ineffective Communication 

Ineffective communication is another critical factor contributing to mismanagement. Enz and Siguaw (2000) emphasize that effective communication is essential for coordination between departments and to ensure that all staff are aligned with the objectives and policies of the hotel. Lack of communication can lead to misunderstandings, delays, and service failures. 

Inappropriate Staff Policies 

Inadequate staffing policies, including lack of recognition and incentives, are also cited as causes of mismanagement. Herzberg (1966) argues that recognition and incentives are crucial to employee motivation. The absence of these factors can lead to low morale and high employee turnover, negatively impacting the quality of service. 

Leadership Failures 

Failures in leadership, including lack of vision and direction, are also mentioned as causes of mismanagement. Lashley (2008) suggests that effective leaders are essential to creating a positive working environment and to motivate employees to provide high-quality service. Weak leadership can result in disorganization and employee dissatisfaction. 

Impacts of Bad Management 
Mismanagement in hotels can have serious consequences, affecting both customers and employees. Impacts include customer dissatisfaction, high staff turnover, declining revenue, and the hotel's bad reputation. 

Customer dissatisfaction 

Customer dissatisfaction is one of the most immediate impacts of poor management. Zeithaml, Bitner, and Gremler (2013) argue that quality of service is a key determinant of customer satisfaction. Mismanagement can result in inconsistent services and in the inability to meet the expectations of guests, leading to complaints and negative reviews. 

High Employee Rotation 

High staff turnover is another significant impact of poor management. Hinkin and Tracey (2000) highlight that staff turnover can increase operating costs and affect team cohesion. Lack of training, recognition and incentives can lead to employees’ dissatisfaction and their decision to leave the job. 

Revenue Decrease 

The decline in revenue is a direct economic consequence of poor management. Kotler, Bowen and Makens (2014) suggest that customer dissatisfaction can lead to decreased loyalty and consequently reduced hotel revenue. In addition, high staff turnover can increase operating costs, negatively impacting the hotel's profitability. 

Bad Reputation 

Poor management can result in a bad reputation for the hotel. Studies show that negative online reviews can discourage potential guests from choosing a hotel (Walker, 2016). Bad reputation can be difficult to recover and can have a lasting impact on the occupation and hotel revenues. 

Recommended Practices for Improving Management 
The literature suggests several recommended practices to improve management in hotels. These include the implementation of ongoing training programmes, improved internal communication, the development of effective staffing policies and effective leadership. 

Continuing Training Programs 

Implementing continuous training programmes is essential to ensure that employees are prepared to offer a high-quality service. Baum (2007) suggests that hotels should invest in comprehensive training programmes that include both initial and continuing training. This can help improve employee competence and customer satisfaction. 

Improving Internal Communication 

Improving internal communication is crucial for effective coordination between departments. Enz and Siguaw (2000) recommend the implementation of clear and structured communication systems to ensure that all staff are informed and aligned with the hotel's objectives. This can help avoid misunderstandings and improve operational efficiency. 

Developing Effective Personnel Policies 

The development of effective staffing policies, including recognition and incentive programmes, is essential to motivating employees. Herzberg (1966) argues that recognition and incentives are key motivational factors that can improve morale and reduce rotativity. Implementing recognition programs can help create a positive working environment and improve the quality of service. 

Effective Leadership 

Effective leadership is essential to create a clear vision and motivate staff to hotel goals. Lashley (2008) suggests that leaders should be able to inspire and guide their employees, creating a positive and productive working environment. Effective leadership can help improve employee morale and quality of service. 

Search Gaps 
While literature provides a solid basis for understanding bad management in hotels, there are several gaps that need to be addressed. Most studies focus on large hotel chains, with little research on independent or smaller-scale hotels. Furthermore, there is a lack of longitudinal studies examining the long-term impacts of poor management. Future research should consider these factors to provide a more complete and comprehensive view of maladministration in hotels. 


The review of the literature reveals that bad management in hotels is a multifaceted problem with multiple causes and impacts. Lack of training, ineffective communication, inadequate staffing policies and failures in leadership are the main factors contributing to poor management. Impacts include customer dissatisfaction, high staff turnover, declining revenue, and the hotel's bad reputation. To improve management, the literature recommends the implementation of ongoing training programmes, improvement of internal communication, development of effective staffing policies and effective leadership. However, there are several gaps in research that need to be addressed to provide a more comprehensive view of bad management in hotels.


Poor management in hotels can be defined as the inability to manage human, financial and operational resources efficiently, resulting in poor quality services and customer dissatisfaction. Studies indicate that management problems are common in many hotel operations and can have several causes, including lack of proper training, ineffective communication, inadequate staffing policies, and failures in leadership (Hinkin & Tracey, 2000; Lashley, 2008). 

2. Hospitality Management Theories and Models 

The SERVQUAL model, developed by Parasuraman, Zeithaml and Berry (1988), is widely used to measure service quality through five dimensions: tangibility, reliability, responsiveness, security, and empathy. This model can be applied to assess the effectiveness of management at Delta Hotels Nottingham Belfry. Furthermore, Herzberg's (1966) theory on motivation and hygiene at the workplace offers insights into how employee satisfaction and dissatisfaction can affect the quality of service. 

3. Impact of Bad Management 

The consequences of bad management can be significant for hotels, including customer complaints, bad online reputation, reduced occupation rate and eventually declining profits. Examples of mismanagement include failures in facility maintenance, inconsistent services, and lack of response to customer needs. Studies show that customer satisfaction is directly affected by management quality and that management improvements can lead to greater customer loyalty and better online ratings (Zeithaml, Bitner & Gremler, 2013).
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1. Data Collection Methods 

To understand mismanagement at Delta Hotels Nottingham Belfry, we use a mixed data collection approach, including customer questionnaires and staff interviews. 

Customer questionnaires: 

• Objective: To assess customer satisfaction and identify specific management problems perceived by guests. 

• Sample: 100 guests who have stayed at the hotel in the last six months. 

• Tool: A structured questionnaire with questions about the overall experience, quality of service, facility maintenance and customer service. The questions were based on the SERVQUAL model, with Likert scales from 1 to 5 to measure satisfaction. 

Interviews with Employees: 

• Objective: Get insights into the management practices, internal communication, and morality of employees. 

• Sample: 20 staff from different departments including reception, cleaning, food and beverages, and maintenance. 

• Tool: Semi-structured interviews with open questions about management practices, inter-departmental communication, training received, and challenges faced at work. 

2. Justification for the choice of methods 

The combination of questionnaires and interviews was chosen to provide a comprehensive overview of the management problems at the hotel. Questionnaires provide quantitative data to identify patterns and trends in customer satisfaction. Employee interviews, on the other hand, provide qualitative data that helps to understand the underlying causes of management problems and their practical consequences. 

3. Data Analysis Process 

Analysis of questionnaires: 

The data from the questionnaires were analysed statistically using data analysis software (SPSS). The responses were encoded and analysed to identify trends and correlations between different aspects of customer satisfaction. 

Analysis of interviews: 

The interviews were transcribed and thematically encoded using NVivo software. The thematic analysis allowed to identify patterns and recurring topics in staff responses, highlighting communication problems, lack of training and other management issues. 
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1. Presentation of the Data Collected 

Results of the questionnaires: 

• General Satisfaction: Only 45% of customers rated their overall experience as "satisfactory" or "very satisfactory". 

• Quality of Service: 50% of customers inconsistencies in service, especially in customer service and room cleaning. 

• Maintenance of Facilities: 60% of customers mentioned maintenance problems, such as broken equipment and outdated installations. 

• Customer service: 55% of customers expressed frustration with the slowness and lack of knowledge of the reception staff. 

Results of the interviews: 

• Internal communication: Most employees mentioned poor communication between departments, leading to misunderstandings and failures in the service. 

• Training: 70% of respondents lack proper training, which affects their ability to meet customer expectations. 

• Staff morale: Many employees expressed dissatisfaction with the lack of recognition and incentives, resulting in low morale and high turnover. 

2. Critical Data Analysis in Relation to the Subject 

The data collected reveals several management problems at Delta Hotels Nottingham Belfry that affect both customers and employees. Poor communication between departments is a central issue, resulting in service failures and customer dissatisfaction. Lack of proper training prevents staff from meeting the expectations of guests, while lack of recognition and incentives affects morale and contributes to high turnover. 

3. Discussions on the Discoveries and their Relevance for the Field of Study 

The findings are consistent with existing literature on maladministration in hotels. Inadequate application of management practices is detrimental to the operation of the hotel and the customer experience. Hospitality management theories and models, such as SERVQUAL and Herzberg theory, are useful in understanding these problems and suggesting solutions. Improvements in employee communication, training and recognition can lead to an increase in customer satisfaction and operational efficiency. 
Delta Hotels Nottingham Belfry is a luxury hotel located in Nottingham, United Kingdom. This report will provide a comprehensive overview of the hotel, exploring its location, brand, operations, and cultural and geographical context. In addition, detailed analyses such as SWOT, PEST, Competitor Analysis and Netnography will be included to better understand the hotel’s position in the market and identify areas for improvement. 
Descriptive Information 

Turnover and Invoicing: 

Annual turnover: Approximately £10 million, with an average occupation rate of 75%. 
Main Revenue Sources: Accommodation, corporate events, weddings, and the hotel restaurant. 
Turnover and Invoicing: 

Turnover (Employee Rotation): 

The staff turnover is one of the main challenges facing Delta Hotels Nottingham Belfry. High turnover can have significant negative impacts on hotel operations, including loss of institutional knowledge, high recruitment and training costs, and decreased staff morale. 

Causes of Employee Rotation: 

Lack of Continuous Training: The absence of continuous training programmes can lead to a lack of professional development and growth opportunities, resulting in employee dissatisfaction and exit. 

Limited Recognition and Incentives: The lack of recognition and incentives programmes can discourage employees, causing them to look for opportunities elsewhere. 

Working conditions: Inadequate working conditions, such as long hours and a lack of balance between personal and professional life, can contribute to rotation. 

Ineffective leadership: Lack of effective leadership and managerial support can create a negative working environment, increasing employee dissatisfaction. 

Impacts of Employee Rotation: 

Increased operating costs: The costs associated with the recruitment, selection and training of new staff are high. 

Loss of Knowledge: The departure of experienced employees results in loss of institutional knowledge and specific skills. 

Decrease in Service Quality: Frequent turnover can affect the consistency and quality of service provided to guests. 

Staff Moral: High turnover can negatively impact the morale and commitment of the remaining employees. 

Strategies to Reduce Rotation: 

Continuing Training Programs: 
Develop continuing training programmes that provide opportunities for professional development and career growth. 
Offer upgrade courses and regular workshops to improve staff skills. 

Recognition and Incentives Programs: 
Implement recognition programs that reward employees for exceptional performance. 
Offer financial incentives, such as bonuses, and non-financial ones such as additional days off and professional development opportunities. 

Improvement of Working Conditions: 
Promote a healthy balance between personal and professional life, offering flexible working hours and well-being benefits. 
Create a positive and inclusive working environment where employees feel valued and supported. 

Effective Leadership: 

Develop leadership training programmes for managers and supervisors, focusing on communication, motivation and conflict resolution skills. 
Establish an open and constructive feedback culture where employees can express their concerns and suggestions.

Summary Table: Causes, Impacts and Strategies to Reduce Rotativity 
	Causes of Rotation
	Impacts of Rotativity
	Strategies to Reduce Rotation

	Lack of Continuous Training
	Increase in Operating Costs
	Continuing Training Programs

	Limited Recognition
	Loss of Knowledge
	Programs and Incentives

	Working conditions
	Decreased quality of service
	Improvement of working conditions

	Leadership Ineffective
	Staff Moral
	Leadership



Invoice (Invoice): 

Billing is a crucial aspect of any hotel’s operation, reflecting the financial health and effectiveness of marketing and sales strategies. At Delta Hotels Nottingham Belfry, billing is derived from various sources, including accommodation, corporate events, weddings, and food and beverage services. 

Main Income Sources: 


Hosting: 

Description: Room rental for tourists and business travellers. 
Contribution to Billing: It represents about 60% of total billing. 
Trends: The average occupation is 75%, with seasonal variations. 
Corporate Events and Weddings: 
Description: Rental of conference rooms and event spaces, including catering services. 
Contribution to Billing: It represents about 25% of total billing. 
Trends: Demand for corporate events and weddings has shown steady growth, especially on weekends. 

Food and Beverage Services: 
Description: Operation of the restaurant, bar and catering services. 
Contribution to Billing: It represents about 15% of total billing. 
Trends: The popularity of food and beverage services is driven by special events and the quality of the hotel’s restaurant. 

Billing Analysis: 













Billing Distribution Chart:

	Invoice Distribution (%) 

Hosting: 60% 

Corporate Events and Weddings: 25% 

Food and beverage services: 15%




Challenges in Billing: 

Seasonality: Room occupancy and demand for events can vary significantly throughout the year, affecting revenue. 
Competition: Strong competition in the Nottingham area can impact employment rates and service prices. 
Economic changes: Economic fluctuations can influence tourism and consumer spending capacity. 
Strategies to Increase Billing: 
Diversification of Services: 
Expand the range of services, such as spa and wellness packages, to attract a wider clientele. 
Introduce new services and activities, such as local tours and unique gastronomic experiences. 
Marketing and Promotions: 
Develop targeted marketing campaigns to increase hotel visibility and attract new customers. 
Offer seasonal promotions and special packages to increase occupation during periods of low demand. 
Customer Experience Improvement: 
Focus on continuous improvement of service quality to increase customer satisfaction and loyalty. 
Implement feedback programs to identify areas of improvement and adapt services to customer needs. 
Partnerships and Collaborations: 
Establish partnerships with local companies and tourism organizations to promote the hotel and its services. 
Collaborate with online booking platforms to increase visibility and facilitate the booking process for customers.



Table Summary: Revenue Sources, Challenges and Strategies
	Source of Income
	Contribution (%)
	
Challenges 
	Strategies

	Hosting
	60%
	Seasonality, competition
	Diversification of services, marketing

	Corporate Events and Weddings
	25%
	Seasonality
	Marketing, experience improvement

	Food and Beverage Services
	15%
	Competition, economic changes
	Promotions, partnerships




Detailed analysis of the turnover and billing at Delta Hotels Nottingham Belfry reveals that effective management of these aspects is crucial to the success of the hotel. High staff turnover presents significant challenges, including increased operating costs and impact on service quality. Implementing ongoing training programmes, developing recognition and incentive strategies, and improving internal communication are essential steps to reduce turnover and increase employee satisfaction. 
In terms of billing, diversification of revenue sources, the use of effective marketing strategies and the continuous improvement of the customer experience are key to increasing revenue and ensuring the financial sustainability of the hotel. Identifying and addressing the specific challenges associated with each revenue source will enable Delta Hotels Nottingham Belfry to maintain its competitive position and thrive in the hospitality market.

Staffing: 

Number of employees: Approximately 150, distributed in various functions such as front office, maintenance, food and beverages, Housekeeping, and administration. 
Staff 
The team at Delta Hotels Nottingham Belfry plays a crucial role in delivering high quality services and guest satisfaction. This section will provide a detailed overview of the team structure, challenges faced, training and development programmes, and strategies for employee motivation and retention. 
Team structure: 
The staff structure at Delta Hotels Nottingham Belfry is organized to maximize operational efficiency and guest satisfaction. The team is divided into several main Areas:


Reception: 

Functions: Customer service, check-in/check-out, reservations. 

Challenges: High rotation, lack of continuous training. 

Food and Beverage: 

Functions: Restaurant services, bar, catering for events. 

Challenges: Inconsistencies in service quality, need for specialized training. 

Housekeeping: 

Functions: Maintenance and cleaning of the rooms and common areas. 

Challenges: Maintenance problems, lack of recognition. 

Maintenance: 

Functions: Repair and maintenance of the facilities. 

Challenges: outdated equipment, ineffective communication with other teams. 

Administration: 

Functions: General management, finance, human resources. 

Challenges: Lack of communication between departments, need for effective leadership. 

Challenges faced by the team: 

Delta Hotels Nottingham Belfry employees face several challenges that impact their ability to provide a high quality service: 
High Rotativity: High rotativity is a significant problem, especially in reception and food and beverages. This results in an often inexperienced and inadequately trained team. 
Lack of Continuous Training: Although there are initial training programs, the lack of continuous training prevents employees from developing advanced skills and adapting to new guest demands. 

Communication problems: Poor communication between departments results in misunderstandings and failures in the service. This is evident among the maintenance team and other departments. 

Lack of Recognition and Incentives: The absence of recognition and incentives programs contributes to low morale and motivation among employees, negatively impacting the quality of service. 

Training and Development Programs: 

Staff training and development are essential toning service quality and improving guest satisfaction. Currently, Delta Hotels Nottingham Belfry offers initial training programmes, but lacks ongoing and specialized programs. The following recommendations can help improve this area: 
Comprehensive Initial Training: Introduce more robust initial training programmes that cover all operational areas and prepare new employees for their roles. 
Continuing Training: Implement continuing training programmes that include regular workshops, updating courses and training on new technologies and hospitality practices. 
Mentoring and Coaching: Establish mentoring and coaching programs to help employees develop advanced skills and prepare for leadership roles. 
Motivation and Retention Strategies: 
Employee motivation and retention are crucial to keeping a team engaged and productive. Some effective strategies include: 
Recognition Programs: Develop recognition programmes that reward employees for outstanding performance. This can include monthly prizes, performance bonuses, and public recognition. 
Financial and Non-Financial Incentives: Offer financial incentives such as bonuses and salary increases, as well as non-financial incentive such as additional days off, career development opportunities and health benefits. 
Positive Work Environment: Create a positive and inclusive work environment where employees feel valued and supported. This can be achieved through open communication, effective leadership and workplace welfare policies. 

Examples of Good Practices: 



Hotel Hilton: A luxury hotel that implemented ongoing training programmes and saw a significant reduction in staff turnover and an improvement in guest satisfaction. 

Hotel Premier Inn: A hotel that has introduced recognition and incentive programmes, resulting in a more motivated staff and an increase in the quality of service. 

Tables and Diagrams: 



Team Structure Summary: 
	Department
	Main Functions
	Main challenges

	Front office
	Costumer services, check in and checking out
	High turnover, lack of continuous training 


	Food and beverage
	Restaurant serving, bar, catering services
	 Inconsistencies in the quality of service 


	Housekeeping
	Maintenance and cleaning the bedrooms and communal areas
	Maintenance problems, lack of recognition


	Maintenance
	All hotel maintenance
	Obsolete equipment, ineffective communication 


	Management
	General management, finance, H/R
	Lack of communication between departments 

















Recommended Training Programs:

	Type of Training

	Description

	Frequency


	Initial Training

	Comprehensive Program for New Employees

	In Recruitment


	Continuing Training

	Regular workshops and updating courses.

	Quarterly


	Mentoring and Coaching

	Advanced Skill 

	Development Programs Continuous




Motivation and Retention Strategies:
	Strategy

	Description
	Benefits

	Recognition Programs

	Monthly awards, performance bonuses

	Increased motivation and retention 


	Financial incentives

	Bonuses, salary increases.

	Improved employee satisfaction


	Non-financial incentives

	Additional days off, professional development

	Increased commitment and loyalty




Delta Hotels Nottingham Belfry’s detailed analysis reveals that effective staff management is crucial to the hotel’s success. High turnover, lack of continuous training and communication problems are significant challenges that need to be addressed. Implementing comprehensive training programmes, developing recognition and incentive strategies, and improving internal communication are essential steps to strengthen staff and increase guest satisfaction.


Training:
 The hotel offers initial training programmes for new employees but lacks ongoing and specialized training. 
Hotel employees should undergo training and qualification to stay updated and equipped with new techniques and trends. The aim should also be to improve existing knowledge and skills. The goal of this process is to maximize the performance of the employees undergoing training and qualification, enabling them to meet the objectives set by the hotel manager. We will define the model and rules for your hotel's employees based on their needs or the hotel's demands, and we will discuss these throughout the process. A well-planned and executed training program for your hotel staff can yield practically instant results, as it not only renews their commitment but also invests in their professional growth. When the employee feels "privileged," his animation and willingness to work tend to increase his income within the hotel. As your income and productivity rise, the hotel's billing increases proportionally. Everyone is making a profit from this investment! As a result, training your entire hotel staff is critical to ensuring quality performance, increasing productivity, and even preventing knowledge from becoming obsolete and lost with time. As a result, there are many changes in the hotel area that necessitate training and qualifications appropriate to the employee's and the hotel's needs.
  

Number of Branches and Locations: 

Delta Hotels: Part of the Marriott International chain, with more than 100 properties worldwide. 

Location: Located near the centre of Nottingham, with easy access to tourist attractions and business centres. 

Geographical and Cultural Context: 

Location: Nottingham is known for its rich history and culture, including the legendary Robin Hood, and is an important hub for business and tourism. 

Local Culture: The local culture of Nottingham is vibrant, with a mix of cultural events, museums, restaurants, and nightlife, which attracts a diverse clientele. 
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Strengths: 

Strategic location: Close to the centre of Nottingham, offering easy access to tourists and business travellers. 

Quality Infrastructure: Modern and wellie 
facilities including conference rooms and a luxurious spa. 

Recognized Brand: Part of the renowned Marriott International chain. 


Weaknesses: 



Internal Communication: Failures in communication between departments, leading to inconsistencies in the service. 

Insufficient training: Lack of continuous training programmes for employees. 

Limited recognition: Little recognition and incentives for employees, resulting in low morale. 

Opportunities: 

Services Expansion: Potential to expand events and conference services. 
Technological Improvement: Investing in technology to improve customer experience, such as online check-in. 
Digital Marketing: Using digital marketing strategies to increase visibility and attract new customers. 


Threats: 

Intense competition: Strong competition from other luxury hotels in the area. 
Economic instability: Economic fluctuations that can affect tourism. 
Pandemics: Impacts of health crises like COVID-19, which can reduce occupation and income. 

SWOT Analysis
	Strengths
	Weaknesses
	Opportunities
	Threats

	Strategic Location
	Internal Communication
	Services Expansion
	Intense Competition

	Quality Infrastructure
	Insufficient Training
	Technological Improvement
	Economic Instability

	
Brand Recognized
	Limited Recognition
	Digital Marketing
	Pandemics
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PEST Analysis 

Political (Political): 
Local Regulations: The hotel must comply with all local health and safety regulations. 
Immigration Policy: Immigration rules affecting the availability of labour in the sector. 

Economic (Economic): 
Economic Conditions: The local and national economy directly impacts the occupation and revenue of the hotel. 
Exchange rates: Fluctuations in exchange rates can affect international tourism. 

Sociocultural (Sociocultural): 
Consumer Preferences: Changes in consumer preferences for unique and personalized experiences. 
Guest Demography: A variety of guests, from tourists to business travellers, each with specific needs. 

Technological (Technological): 
Technological Advances: Implementation of new technologies to improve the guest experience. 
Data Security: Increasing importance of customer data security. 
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	Political
	Economic
	Sociocultural
	Technological

	Local Regulations
	Economic Conditions
	Consumer Preferences
	Technological Advances

	Immigration Policy
	Economic Conditions
	Consumer Preferences
	Technological Advances 


	Immigration Policy
	Exchange Rates
	Guest Demography
	Data Security



Competitor Analysis (Price vs Quality) 

Main Competitors: 
Hotel Premier Inn: Offers lower prices but with lower quality of service. 

Hotel Hilton: Similar prices with comparable service quality, but with fewer facilities. 

Hotel Eastwood Hall: Higher prices with superior quality and more exclusive services. 

Analysis: 

Hotel Premier Inn: It attracts price-sensitive customers but loses in terms of quality and service. 

Hotel Hilton: Directly competing in price and quality but missing some of the amenities offered by Delta Hotels Nottingham Belfry. 

Hotel Eastwood Hall: Focus on the luxury segment, offering premium services at a higher price. 






Comparison Table:
	Hotel
	Price (per night)

	Service Quality

	Facilities


	Delta Hotels Nottingham Belfry
	£150
	High
	Luxury Rooms, Spa, Conference Rooms


	Premier Inn
	£100
	Average
	Standard Rooms, Restaurant



	Hilton
	£150
	High
	Comfortable Rooms, Meeting Room


	Eastwood Hall
	£200
	Very high
	Luxury Suites, Spa, Gourmet Restaurant





Netnography 

Netnography is a qualitative research methodology that analyses consumer behaviour and interactions on social networks and other online platforms. This analysis helps us to understand our customers' perceptions and expectations about Delta Hotels Nottingham Belfry. 
Analysis: 

Online Reviews: Review reviews on sites like TripAdvisor and Google Reviews. 

Social media: Monitoring interactions and feedback on Facebook, Instagram, and Twitter. 

Recurring Topics: Identification of common topics in evaluations, such as customer service, cleaning, and facilities. 

Positive feedback: Many guests praise the location and quality of the facilities.
 
Negative Feedback: Comments about service inconsistencies and maintenance problems are recurring. 

General Satisfaction: The overall guest satisfaction is mixed, with many highlighting areas for improvement. 
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This study identified several areas of mismanagement at Delta Hotels Nottingham Belfry, including poor communication, lack of training and inconsistency in services. These failures are negatively affecting customer satisfaction and the overall operation of the hotel. To improve management in the hotel, it is recommended to implement staff training programmes, improve communication between departments and adopt management practices based on the SERVQUAL model. Applying motivation theories, such as Herzberg's, can help raise employee morale and reduce employee rotation. Future research may explore the effectiveness of the proposed interventions and investigate other management areas that may be affecting the operation of the hotel. Practices such as continuous customer feedback and regular evaluation of internal processes can also be considered. Also, the Detailed analysis by Delta Hotels Nottingham Belfry reveals this poor management is a significant problem that negatively affects both customers and employees. The main areas of concern include poor internal communication, inadequate training and lack of recognition and incentives for employees. These problems are consistent with the trends identified in the academic literature on hospitality management, where the lack of effective communication and continuous training are critical factors that impact the quality of service and customer satisfaction (Baum, 2007; Enz & Siguaw, 2000). 
Internal communication is an area that needs substantial improvement. Studies indicate that effective communication is essential for the efficient operation of operations and to ensure that all departments are aligned with the hotel’s goals and policies (Enz & Siguaw, 2000). At Delta Hotels Nottingham Belfry, the lack of clear and consistent communication between departments has led to misunderstandings and service failures. This can be addressed by implementing more structured communication systems and training employees on the importance of effective communication. 
Training is another crucial aspect that needs attention. Continuous training is essential to ensure that employees are up to date with best practices and can deal with guest demands (Baum, 2007). The lack of proper training at Delta Hotels Nottingham Belfry has resulted in inconsistent service and the inability of employees to deal with unexpected situations. Investing in comprehensive training programmes can significantly improve service quality and customer satisfaction. 
Moreover, recognition and incentives for employees are important factors that influence morality and motivation. According to Herzberg's theory (1966), recognition and achievement are key motivational factors that contribute to job satisfaction. At Delta Hotels Nottingham Belfry, lack of recognition and incentives has affected staff morale and contributed to high turnover. Implementing recognition programs that reward outstanding performance can improve morale and reduce turnover.Communication is a vital element in the effective management of any organization. Studies show that effective communication improves operational efficiency and employee satisfaction (Enz & Siguaw, 2000). Lack of communication can lead to misunderstandings, delays, and service failures.


Recognition and Incentives


Employee motivation is influenced by recognition factors and incentives. According to Herzberg's theory (1966), motivational factors, such as recognition and achievement, are crucial to job satisfaction.

Hotel Examples 

At Delta Hotels Nottingham Belfry, many employees expressed dissatisfaction with the lack of recognition and incentives. Implementing a recognition program that rewards exceptional performance can improve morale and reduce turnover. 
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Summary of Key Findings 

Poor communication between departments. 

Lack of continuous training for employees. 

Limited recognition and incentives for employees. 

Practical Implications of Discoveries 

Improved Communication: Implement effective communication systems to ensure that all departments are aligned. 

Training Programs: Develop and implement continuous training programmes for all employees. 

Recognition Programs: Introduce recognition programmes and incentives to improve staff morale. 

Suggestions for Future Research or Practices in the Hospitality Sector 



Continuous Feedback: 
Establish continuous customer feedback mechanisms to identify areas of improvement. 
Regular Evaluation: Perform regular evaluations of internal processes to ensure the quality of service.
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My Experience at Delta Hotels Nottingham Belfry 

My experience at Delta Hotels Nottingham Belfry was enriching and educational, providing me with a deep understanding of hospitality operations and management challenges. By closely observing daily operations, I was able to identify several areas of improvement and develop practical suggestions for solving management problems. 
The experience of working at Delta Hotels Nottingham Belfry has given me a deep understanding of the challenges and complexities inherent in hospitality management. This reflective report will explore my professional observations, experiences acquired and lessons learned during the hotel internship period.
My experience at Delta Hotels Nottingham Belfry was enriching and challenging, offering me a practical view of the operations of a luxury hotel. I worked in various roles and departments, including reception, food and beverages, cleaning and administration. This rotation allowed me to understand the importance of coordination between departments and how each unit contributes to the overall guest experience. 
Reception 
At the front desk, I was responsible for the guests' check-in and check-out, answering questions and troubleshooting. This role highlighted the importance of effective communication skills and the need for a friendly and professional attitude. Key observations include: 
Interaction with Guests: The reception is the first point of contact for guests, making it crucial to present a friendly and efficient service. I noticed that a smile and a warm greeting can make a big difference in the perception of service. 

Problem Solving: The ability to solve problems quickly is essential. Guests often have issues that need immediate solutions, and the ability to find quick and effective solutions is vital. 
Operational Efficiency: Lack of communication between the reception and other departments, such as maintenance and cleaning, can cause delays and frustrations for both guests and staff. 
Food and Drinks 
Working at the restaurant and the bar, I learned about the importance of coordination and teamwork. The food and beverage service requires accuracy and speed to ensure a positive experience for guests. Key observations include: 
Quality of Service: Consistency in quality of service is crucial. Guests expect a high standard, and any failure can negatively impact their experience. 
Continuous Training: The lack of continuous training resulted in inconsistencies in service. I noticed that younger employees often made mistakes that could be avoided with more extensive training. 
Interaction with Customers: Maintaining a positive and helpful attitude, even in times of high pressure, is essential toning customer satisfaction. 
Cleaning 
In the cleaning department, I was responsible for ensuring that the rooms and common areas were clean and wellie. This work emphasized the importance of attention to detail and efficiency. Key observations include: 
Cleanliness Standards: Maintaining high cleanliness standards is essential for guest satisfaction. Any negligence can result in complaints and bad reputation. 
Maintenance Challenges: Often, maintenance problems were not communicated effectively between departments, resulting in delays in resolution. 
Recognition: The lack of recognition for the hard work of the cleaning team impacted morality and motivation. 
Administration 
In the administration, I had the opportunity to observe and participate in the strategic planning and day-to-day operations of the hotel. This paper gave me insights into financial management, human resources and marketing. Key observations include: 
Financial Management: Understanding the balance between operating costs and revenue is crucial. I learned about the importance of controlling costs without compromising the quality of service. 
Human Resources: The rotation of staff is a big challenge. I noticed that the lack of career development and recognition programs contributed to high turnover. 
Marketing Strategies: The use of digital marketing strategies and seasonal promotions has been shown to be effective in increasing occupation and attracting new customers. 
Professional Observations 
Communication and Coordination 
One of the biggest challenges observed was the lack of effective communication between departments. This failure resulted in misunderstandings, delays and ultimately guest dissatisfaction. Improving internal communication is essential for the harmonious operation of the hotel. I recommend the implementation of regular meetings between departments and the use of communication technologies to facilitate the exchange of information. 
Training and Development 

The lack of continuous training was a recurring observation. Initial training programs are important, but without continuous development opportunities, employees may feel unprepared to deal with challenging situations. I suggest introducing regular training programs that include workshops, online courses and feedback sessions
[bookmark: _Toc168089447]
Professional Observations 
Internal Communication: Internal communication is crucial for the efficient operation of the hotel. Observing the operations, I noticed that communication between departments often failed, leading to misunderstandings and inconsistent services. 
Training: The initial training provided to employees is basic and there are no continuing training programmes. This results in employees poorly prepared to deal with complex situations and offer high-quality service. 
Recognition: The lack of recognition and incentives for employees affects morale and increases turnover. Implementing recognition programs can significantly improve employee satisfaction. 
Professional Development 
The experience at Delta Hotels Nottingham Belfry gave me a valuable insight into hospitality management and the importance of effective communication, ongoing training, and staff recognition. These observations will help me develop skills and knowledge that will be useful in my future career in the hospitality industry. 
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Summary Table: Causes, Impacts and Strategies to Reduce Rotativity 

	Causes of Rotation
	Impacts of Rotativity
	Strategies to Reduce Rotation

	Lack of Continuous Training
	Increase in Operating Costs
	Continuing Training Programs

	Limited Recognition
	Loss of Knowledge
	Programs and Incentives

	Working conditions
	Decreased quality of service
	Improvement of working conditions

	Leadership Ineffective
	Staff Moral
	Leadership



Billing Distribution Chart:

	Invoice Distribution (%) 

Hosting: 60% 

Corporate Events and Weddings: 25% 

Food and beverage services: 15%




Table Summary: Revenue Sources, Challenges and Strategies


	Source of Income
	Contribution (%)
	
Challenges 
	Strategies

	Hosting
	60%
	Seasonality, competition
	Diversification of services, marketing

	Corporate Events and Weddings
	25%
	Seasonality
	Marketing, experience improvement

	Food and Beverage Services
	15%
	Competition, economic changes
	Promotions, partnerships




 
Team Structure Summary: 
	Department
	Main Functions
	Main challenges

	Front office
	Costumer services, check in and checking out
	High turnover, lack of continuous training 


	Food and beverage
	Restaurant serving, bar, catering services
	 Inconsistencies in the quality of service 


	Housekeeping
	Maintenance and cleaning the bedrooms and communal areas
	Maintenance problems, lack of recognition


	Maintenance
	All hotel maintenance
	Obsolete equipment, ineffective communication 


	Management
	General management, finance, H/R
	Lack of communication between departments 




Recommended Training Programs:

	Type of Training

	Description

	Frequency


	Initial Training

	Comprehensive Program for New Employees

	In Recruitment


	Continuing Training

	Regular workshops and updating courses.

	Quarterly


	Mentoring and Coaching

	Advanced Skill 

	Development Programs Continuous




Motivation and Retention Strategies:
	Strategy

	Description
	Benefits

	Recognition Programs

	Monthly awards, performance bonuses

	Increased motivation and retention 


	Financial incentives

	Bonuses, salary increases.

	Improved employee satisfaction


	Non-financial incentives

	Additional days off, professional development

	Increased commitment and loyalty




SWOT Analysis
	Strengths
	Weaknesses
	Opportunities
	Threats

	Strategic Location
	Internal Communication
	Services Expansion
	Intense Competition

	Quality Infrastructure
	Insufficient Training
	Technological Improvement
	Economic Instability

	
Brand Recognized
	Limited Recognition
	Digital Marketing
	Pandemics



PEST Analysis 

	Political
	Economic
	Sociocultural
	Technological

	Local Regulations
	Economic Conditions
	Consumer Preferences
	Technological Advances

	Immigration Policy
	Economic Conditions
	Consumer Preferences
	Technological Advances 


	Immigration Policy
	Exchange Rates
	Guest Demography
	Data Security




Comparison Table:
	Hotel
	Price (per night)

	Service Quality

	Facilities


	Delta Hotels Nottingham Belfry
	£150
	High
	Luxury Rooms, Spa, Conference Rooms


	Premier Inn
	£100
	Average
	Standard Rooms, Restaurant



	Hilton
	£150
	High
	Comfortable Rooms, Meeting Room


	Eastwood Hall
	£200
	Very high
	Luxury Suites, Spa, Gourmet Restaurant









Employees Questionary example:
	Demographic data: 



Department: 



Reception 

Food and Drinks 

Cleaning 

Maintenance 

Administration 

Other 

Service Time: 



Less than 6 months 

6 months to 1 year 

1-2 years 

2-5 years 

Over 5 years 

Training: 

3. Have you received adequate training to perform your duties? 



Always 

Frequently 

Sometimes 

Rarely 

Never 

Are there opportunities for continuing training and professional development? 

Always 

Frequently 

Sometimes 

Rarely 

Never 

Communication: 

5. Is communication between your department and others effective? 



Always 

Frequently 

Sometimes 

Rarely 

Never 

Do you feel informed about important hotel changes and policies? 

Always 

Frequently 

Sometimes 

Rarely 

Never 

Moral and Recognition: 

7. Do you feel recognized for your work? 



Always 

Frequently 

Sometimes 

Rarely 

Never 

Are there adequate incentives for exceptional performance? 

Always 

Frequently 

Sometimes 

Rarely 

Never 

Desktop Environment: 

9. How would you assess the overall working environment? 



Excellent 

Good 

Reasonable 

Bad 

Very Bad 

Do you feel supported by your leadership? 

Always 

Frequently 

Sometimes 

Rarely 

Never 

General Feedback: 

11. What do you like most about working at Delta Hotels Nottingham Belfry? 

- [Open reply] 



What could be improved? 



[Open reply] 

Would you recommend Delta Hotels Nottingham Belfry as a good place to work? 



Yes 

No




Consumer Questionary example:
	Demographic data: 



Age: 



Under 18 years 

18-24 years 

25-34 years 

35-44 years 

45-54 years 

55-64 years 

65 years of age or older 

Reason of stay: 



Business 

Leisure 

Event/Wedding 

Other 

General experience: 

3. How would you rate your overall experience at Delta Hotels Nottingham Belfry? 



Very Satisfactory 

Satisfactory 

Neutral 

Unsatisfactory 

Very unsatisfactory 

Quality of Service: 

4. How would you assess the quality of reception service? 



Excellent 

Good 

Reasonable 

Bad 

Very Bad 

Was the staff helpful and met your needs? 



Always 

Frequently 

Sometimes 

Rarely 

Never 

How would you assess the quality of the room cleaning service? 



Excellent 

Good 

Reasonable 

Bad 

Very Bad 

Maintenance of Facilities: 

7. Were the room and facilities in good condition of maintenance? 



Always 

Frequently 

Sometimes 

Rarely 

Never 

Were there any problems with the facilities during your stay? 

Yes (Specify: ________________) 

No 

Customer service: 

9. How would you assess the speed in responding to your requests? 



Excellent 

Good 

Reasonable 

Bad 

Very Bad 

The staff at the reception was courteous and professional? 

Always 

Frequently 

Sometimes 

Rarely 

Never 

General Feedback: 

11. What did you like most about your stay? 

- [Open reply] 



What could be improved? 



[Open reply] 

Would you recommend Delta Hotels Nottingham Belfry to others? 



Yes 

No
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