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Executive Summary
Ashton Inn & Suites (Comfort Inn and Suites), a 131-room mid-range hotel in Pensacola, is experiencing substantial operational challenges that have led to financial instability, negative online reviews, and a decline in guest satisfaction. The primary concerns identified are inadequate maintenance, substandard cleanliness, poor service quality, and ineffective management oversight. These deficiencies have resulted in decreased recurring business, an increased dependence on expensive third-party booking platforms, and an average online rating of 3.0 out of 5.
The recurring complaints regarding unclean rooms, malfunctioning appliances, pest infestations, and slow service are highlighted in the guest feedback collected from TripAdvisor, Booking.com, and Google Reviews. The two most influential factors in visitor decision-making are cleanliness and service quality, as research has confirmed. Negative reviews can decrease booking conversion rates by up to 12%, and a lack of hygiene can reduce repeat bookings by 30%. Compared to competitors with sturdier reputations, financial analysis suggests that persistent service failures result in a 15-25% decrease in revenue. Additionally, operational inefficiencies have been exacerbated by deferred maintenance, resulting in increased long-term repair expenses and decreased overall profitability.
Examining the underlying causes demonstrates that these operational deficiencies result from inadequate maintenance investment, staff shortages, and inadequate management practices. The issues are further aggravated by high employee turnover, inconsistent housekeeping procedures, and outdated infrastructure, resulting in a deteriorated visitor experience and reputational damage. Furthermore, the hotel's performance has been further influenced by external factors, including inflation, regulatory changes, and changing consumer expectations, which has resulted in the necessity of an urgent strategic intervention.
The report suggests that a structured, evidence-based approach that includes operational, staffing and infrastructure improvements can be implemented to resolve these issues. The following are the primary strategic actions: Cleanliness and Hygiene Standards: 
1) Implementing an immediate deep-cleaning program, a standardised housekeeping schedule, and staff retraining to improve sanitation and guest experience.
2) Introducing routine maintenance checks, replacing malfunctioning appliances, and partnering with pest control services to restore facility standards.
3) Optimising staff scheduling, offering retention incentives, and providing comprehensive customer service training to improve efficiency and engagement.
4) Implementing digital feedback systems, improving response times for guest complaints, and adopting proactive online reputation management strategies.
5) Guaranteeing a phased implementation of improvements, utilising staff engagement strategies, and tracking success through KPIs such as guest satisfaction surveys, cleanliness inspections, and revenue performance.
The financial feasibility analysis indicates that the recommended interventions are cost-effective and necessary for long-term sustainability. Budget allocations include:
· Deep cleaning services: £20,000 (one-time)
· Preventive maintenance and upgrades: £40,000
· Pest control services: £5,000 annually
· Staff training and retention incentives: £15,000 annually
Within two years, these investments are expected to generate a 15-20% revenue increase, with occupancy rates increasing from 60% to 75%, online ratings improving from 3.0 to 4.0+ stars, and direct booking revenue increasing by 20%.
The structured action plan implements Continuous monitoring and adjustment to guarantee sustainable advancements. Monthly evaluations, guest satisfaction monitoring, and financial performance reviews will set measurable progress benchmarks for progress. Ashton Inn & Suitescan re-establish guest trust, increase profitability, and reposition itself as a competitive mid-range hotel by implementing these targeted interventions.
In summary, this consultancy report offers a comprehensive strategy for addressing the hotel's operational challenges while strengthening its reputation. Ashton Inn & Suitescan improve visitor satisfaction, boost financial performance, and ensures long-term success by implementing these strategic recommendations. 
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Strategic Edge Consulting is grateful for the chance to work together on this project and is prepared to provide ongoing support and future initiatives that will further improve operational excellence and visitor experiences.
Introduction
[image: Comfort Inn & Suites Belton Temple South I-35 Reviews, Deals & Photos 2025  - Expedia]Guest satisfaction is the cornerstone of the hospitality industry, and a hotel's financial performance and reputation are significantly influenced by operational efficiency, service quality, and sanitation. However, the Ashton Inn & Suites, a mid-range hotel in Pensacola with 131 rooms, has been encountering substantial operational challenges that have affected revenue generation, online reviews, and guest satisfaction. These issues, which predominantly consist of subpar service quality, poor cleanliness, lack of maintenance, and ineffective management oversight, have decreased repeat business and increased reliance on expensive third-party booking platforms. The hotel's online reputation reflects the negative impact, with an average rating of 3.0 out of 5 on reviews like TripAdvisor, Booking.com, and Google Reviews. Restoring the hotel's competitive position and long-term financial sustainability necessitates correcting these weaknesses.
Ashton Inn & Suites was founded in 2006 and underwent its most recent renovation in 2017. The hotel is positioned as an affordable option for both short-term and extended-stay visitors, providing suite-style accommodations with in-room kitchenettes, air conditioning, microwaves, and refrigerators. Free parking, a fitness centre, and high-speed internet are among the additional amenities that constitute it an advantageous option for travellers. Nevertheless, despite these benefits, significant operational deficiencies are suggested by the recurrence of visitor complaints. Unclean rooms, malfunctioning appliances, pest infestations, and slow service are frequently cited in negative reviews, all of which have contributed to a decrease in guest satisfaction. Research stresses the significance of hygiene and service quality in guests' decision-making processes. Studies have demonstrated that a 30% decrease in repeat bookings can result from inadequate cleanliness alone, while unresolved complaints can decrease booking conversion rates by up to 12%. The hotel's profitability and reputation may be further eroded if these issues are not resolved.
Our consultancy firm specialises in operational efficiency and hospitality administration, providing data-driven solutions that improve hotel performance. We employ evidence-based methodologies to identify fundamental problems and implement tailored strategies for long-term success, drawing on our extensive industry experience. This report employs industry best practices to develop actionable recommendations, utilising insights from financial analysis, visitor feedback, and service quality assessments. The goal is to improve economic outcomes, position Ashton Inn & Suites as a dependable mid-range accommodation option and improve the visitor experience by addressing operational inefficiencies and service shortcomings.
To accomplish this, the report implements numerous analytical frameworks, such as STEEPLED, SOAR, and TOWS, to evaluate the hotel's performance concerning both internal and external factors. The STEEPLED analysis considers the impact of macro-environmental factors on the business, such as social, technological, economic, environmental, political, legal, ethical, and demographic factors. This offers a comprehensive view of the opportunities and challenges that exist outside the organisation. The SOAR framework assesses the hotel's strengths, opportunities, aspirations, and results, guaranteeing that the proposed solutions are consistent with the hotel's long-term strategic objectives. Furthermore, the TOWS analysis strengthens the findings of the SOAR and STEEPLED frameworks by matching strengths and weaknesses with external opportunities and threats to create actionable strategies.
By integrating these frameworks, this report offers a strategic and organised roadmap that will improve the hotel's financial viability, visitor satisfaction, and operational efficiency. The ultimate objective is to strengthen the long-term profitability of Ashton Inn & Suites, increase its occupancy rates, and restore its reputation through a series of practical, research-backed interventions.

Identification of Issues
The hotel in question has been dealing with various operational challenges that have substantially affected its reputation and client satisfaction. Upon reviewing guest evaluations from TripAdvisor, Booking.com, and Google evaluations, four significant issues are apparent: cleanliness, maintenance, service quality, and management oversight.
Cleanliness Issues
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AI-generated content may be incorrect.]Poor hygiene standards are frequently stressed in guest evaluations, which include dirty appliances (e.g., microwaves and coffee makers), stained linens, and pest infestations. Park et al. (2019) discovered that guestroom cleanliness is the most significant factor influencing overall guest satisfaction. Sanitation is a critical priority due to the fact that guests interact most frequently with high-touch surfaces. Additional research indicates that unclean environments can discourage recurrent visits and result in negative word-of-mouth marketing (Manolitzas et al., 2021).
Maintenance Problems
[image: Kitchen Cabinet]A lack of proactive maintenance is suggested by reports of general property neglect, malfunctioning air conditioning, and damaged appliances. Research indicates that hotels that neglect to maintain their infrastructure regularly experience a decrease in revenue and passenger satisfaction. Operational efficiency declines and long-term repair costs become higher as a result of neglected upkeep (Au-Young et al., 2024).

Service Quality Deficiencies
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There are numerous reviews that express dissatisfaction with the service, staff engagement, and complaint resolution. Guests are dissatisfied because of housekeeping inconsistencies and delayed check-in processes. Mchigani et al. (2019) conducted research that demonstrated a direct correlation between service quality and visitor retention rates, underscoring the necessity of consistent and responsive hospitality services.
Management Oversight
Systemic management issues are indicated by the frequent complaints regarding mismanaged reservations, unclear communication, and unresponsive hotel leadership. Pansari and Kumar (2017) conducted a study on hotel operations that verified the importance of managerial efficacy and guest engagement in the long-term profitability of hotels.
These critical issues collectively result in a decrease in revenue, a loss of returning consumers, and a deteriorating reputation, necessitating immediate action.



Impact on Hotel
The hotel's guest satisfaction, online reputation, recurring business, and overall revenue have all been significantly impacted by the operational issues that were identified in the previous section.
Guest Satisfaction and Online Reviews
Negative experiences, including unclean rooms, damaged appliances, and neglectful service, have resulted in negative reviews on platforms such as TripAdvisor, Booking.com, and Google Reviews, even though guest satisfaction is the foundation of the hospitality industry. Kolesárová et al. (2024) conducted research that revealed that 90% of hotel guests regard online reviews as a critical element in their decision-making process, rendering reputation management essential. Moreover, the rate of dissemination of negative guest feedback is nearly twice as rapid as that of positive evaluations, resulting in a progressively worsening reputational crisis (Chen and Tabari, 2017).
Reputation and Repeat Business
Guest retention is directly influenced by a deteriorating online reputation. Ding, Gao, and Liu (2021) conducted a study that revealed that independent hotels experience a greater revenue loss than branded hotels in the event of negative reviews. Furthermore, Anagnostopoulou et al. (2019) verified that financial performance is directly correlated with online reputation, as hotels that receive low ratings experience substantial decreases in the number of repeat visitors.
Revenue and Financial Impact
Unresolved visitor complaints can result in substantial financial penalties. A hotel's booking conversion can be reduced by a single unresolved negative review, according to research conducted by Lin and Zhu (2024). Furthermore, Kumar and Maidullah (2022) underscored that hotels that fail to address visitor complaints online or respond improperly may experience a decline in consumer trust.
This hotel is at risk of experiencing further declines in occupancy rates, reduced direct reservations, and an increased dependence on expensive third-party booking platforms in the absence of immediate intervention.

Causes of the Issues
The hotel's challenges are the result of a combination of internal management failings and external industry challenges. These issues are further aggravated by budget constraints and the ongoing effects of the COVID-19 pandemic, including staff shortages, insufficient investment, and inadequate managerial oversight.
Staff Shortages and High Turnover
A shortage of competent and motivated employees, particularly in the fields of housekeeping and maintenance, is one of the most urgent concerns. The hospitality industry is known to have some of the highest employee turnover rates, which are primarily attributable to low wages, job insecurity, and a poor work-life balance (Magnini et al., 2024). According to Poulston (2017) research, staff shortages are fuelled by age discrimination and ineffectual recruitment policies, which result in numerous hotels being unable to retain experienced employees. The COVID-19 pandemic has contributed to labour shortages, resulting in the permanent departure of a significant number of hospitality workers (Richman et al., 2023).
Lack of Maintenance Investment
The absence of resources for preventive maintenance is indicated by the deteriorating condition of guest rooms and common areas. El-Sayed et al. (2023) contend that hotels that neglect infrastructure improvements experience increased long-term repair costs and a decrease in guest satisfaction.
Managerial Oversight and Budget Constraints
Inconsistent service standards and a reactive rather than proactive approach to problem-solving are the results of poor leadership. Musheke and Phiri (2021) underline that dissatisfaction among both staff and visitors is a result of poor communication, ineffective scheduling, and a lack of employee recognition. The hotel appears to prioritise short-term cost-cutting over long-term operational stability in a financial sense, a mistake that is frequently observed in struggling hospitality businesses (Yenidogan et al., 2021).
The hotel's decline will persist unless these fundamental causes are addressed, which will have an impact on both profitability and reputation.

Feedback and Reputation Analysis
Guest feedback is essential in the development of a hotel's reputation, as it affects both long-term profitability and potential bookings. Consistent patterns in visitor complaints are revealed through an analysis of TripAdvisor, Booking.com, and Google Reviews for this hotel.
Patterns in Guest Complaints
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AI-generated content may be incorrect.]Poor maintenance, slow service, unresponsive management, and poor cleanliness are the most frequently mentioned concerns in visitor reviews. Guests are discouraged from returning to the location due to the presence of pest infestations, malfunctioning appliances, unprofessional service, and filthy rooms, as evidenced by numerous negative reviews. Negative online reviews have a substantially greater impact on potential guests than positive ones, according to a study conducted by El-Said (2020). Consequently, reputation management is indispensable.
Impact on Potential Bookings
Based on research, a single unresolved negative review can discourage up to 22% of potential consumers (Linch, 2024). Fernandes T. and Fernandes F. (2020) discovered that hotels with excessive negative reviews experience a direct decline in occupancy rates, as guests prioritise trust when booking hotels. Furthermore, Danish et al. (2019) have conducted research that confirms that hotels with low average ratings experience a substantial decrease in direct reservations, which results in a greater dependence on third-party platforms and commission fees.
Revenue and passenger retention will continue to decline due to this hotel's degrading reputation in the absence of immediate action.

Income and Financial Implications
Direct financial repercussions of the hotel's negative visitor experiences and poor online reputation include revenue loss, increased dependence on third-party booking platforms, and increased operational costs due to deferred maintenance.
Loss of Potential Revenue Due to Poor Reviews
Hotels with a poor online reputation experience difficulty maintaining occupancy rates and frequently must reduce their room prices to attract guests. Anagnostopoulou et al. (2019) conducted a study that revealed that hotels that consistently receive negative reviews experience an average revenue decline of 15-25% compared to competitors that maintain robust online reputations. Moreover, Tan, Zou, and Li (2023) discovered that negative TripAdvisor reviews significantly decrease direct bookings, forcing hotels to depend on Online Travel Agencies (OTAs) such as Booking.com. These OTAs charge a 15-25% commission per booking, reducing profits.
Cost of Corrective Actions vs. Cost of Neglect
Although implementing deep cleaning, maintenance upgrades, and staff training incurs short-term costs, the alternative (continued neglect) can lead to increased visitor compensation claims, emergency repairs, and even legal liabilities. Research conducted by Lupulescu et al. (2024) suggests that revenue can be improved by investing in proactive maintenance and guest satisfaction strategies, while neglect results in long-term reputational harm and spiralling operational expenses.
The hotel will continue to experience increasing operational inefficiencies and declining appointments without immediate financial intervention.
STEEPLED Analysis
A STEEPLED analysis examines external factors influencing the hotel’s performance, identifying key threats and opportunities.
Social Factors
The expectations of guests have changed, and sanitation and hygiene are now the primary concerns (Mehta et al., 2021). The hotel's deficient hygiene standards directly oppose the increasing consumer demand for sanitised environments.
Technological Factors
The detrimental effects of negative online feedback have been worsened by the absence of modern digital complaint resolution and review management (Hogreve et al., 2019). This can be mitigated by incorporating automated review responses and online reputation monitoring.
Economic Factors
The hotel's capacity to invest in maintenance and maintain staff levels has been compromised by budget constraints resulting from inflation and the increasing cost of hospitality services (Santoso and Supatmi, 2021).
Environmental Factors
The hotel is deficient in energy-efficient appliances, waste reduction programs, and eco-friendly housekeeping practices despite the increasing concern regarding sustainability in the hospitality industry (Kusa et al., 2023).
Political Factors
Hotel employment is affected by changes in immigration policies and labour laws. Post-pandemic restrictions on migrant labour have aggravated the workforce constraints (Kim and Kim, 2015).


Legal Factors
The hotel may be subject to legal claims and regulatory penalties if it fails to adhere to health and safety standards (Florida DBPR, 2025).
Ethical Factors
Trust and industry credibility are undermined by disregarding visitor complaints and failing to adhere to service quality standards (Stevens et al., 2018).
Demographic Factors
Hotels must adjust their offerings in response to changes in passenger demographics, including an increase in remote workers and experience-seeking millennials (Bogicevic et al., 2024).

SOAR Analysis
A SOAR analysis evaluates the hotel’s Strengths, Opportunities, Aspirations, and Results, focusing on potential growth and improvement areas.
Strengths
Despite its obstacles, the hotel is fortunate to be situated in a prime location with excellent accessibility. According to research, location is among the most significant factors influencing guests' decisions (Elgahwash, Ahmed, and Al-Magarbi, 2023). Furthermore, specific reviews indicate that the front desk personnel is friendly, which may be exploited to improve the quality of service.
Opportunities
The hotel can potentially restore its reputation by addressing maintenance and sanitation issues. According to research, implementing digital reputation management can substantially increase the number of reservations (Mohammad et al., 2024). Additionally, the hotel can modernise its amenities by providing increased in-room technology; a strategy demonstrated to increase visitor satisfaction (Kamkankaew, 2023).
Aspirations
The hotel can potentially become a trustworthy mid-range accommodation option in the long term by prioritising competitive pricing, service consistency, and sanitation. Lee and Back (2010) conducted a study that underlines the potential for mid-tier hotels to distinguish themselves by promoting service excellence rather than solely competing on price.
Results
The hotel can anticipate increased direct bookings, boosted online reviews, and higher occupancy rates by prioritising digital engagement and guest-centric changes. A study on SOAR in the hospitality industry has confirmed that sustainable development is achieved by focusing on strengths and aspirations (Elgahwash et al., 2023).

TOWS Analysis
Building upon the findings of SOAR and STEEPLED, a TOWS analysis assists in transforming issues into actionable strategies by aligning Strengths and Weaknesses with Opportunities and Threats.

	Factor
	Strategy

	Strengths + Opportunities (SO) 
The hotel has a strong location and a welcoming front desk team. There is demand for clean, affordable accommodations.
	Action
Capitalise on location by offering competitive promotions and personalised guest experiences. Train front desk staff to leverage guest feedback and upsell additional services (e.g., late check-out, premium Wi-Fi).

	Strengths + Threats (ST) 
The hotel faces intense competition from OTAs and alternative lodging (Airbnb). Poor service impacts online reviews.
	Action
Implement a digital reputation management system to encourage satisfied guests to leave positive reviews. Offer incentives for direct bookings (e.g., discounts for return customers).

	Weaknesses + Opportunities (WO) 
Poor cleanliness, lack of maintenance, and slow service have led to negative feedback, but these issues are fixable.
	Action
Introduce a staff training program focused on efficiency and hygiene standards. Implement a preventive maintenance schedule to reduce last-minute repair costs.

	Weaknesses + Threats (WT) 
The hotel risks continued revenue decline due to negative guest experiences and operational inefficiencies.
	Action
Establish a cost-effective refurbishment plan targeting the most critical areas (e.g., deep cleaning and replacing broken appliances). Adopt flexible pricing strategies to boost occupancy during off-peak periods.




Recommendations and Change Management
1. Strategic Recommendations Overview 
The hotel's revenue losses and declining guest satisfaction are directly associated with poor management supervision, poor service quality, neglect of maintenance, and cleanliness issues. Adverse Guests frequently report unresponsive management, malfunctioning amenities, slow customer service, and dirty rooms, as TripAdvisor, Booking.com, and Google Reviews confirmed. Research has confirmed that only a 35% decrease in repeat bookings can result from insufficient cleaning (Booking Factory, 2025). Liat et al. (2017) also discovered that hotels with unresolved service complaints experience declining customer retention.
To restore guest confidence and financial stability, the recommendations focus on four key areas:
· Cleanliness and Hygiene Standards – Implementing strict cleaning protocols, staff training, and regular audits to guarantee hygienic conditions.
· Maintenance and Infrastructure – Creating a preventive maintenance plan to address appliance failures, room upkeep, and structural repairs.
· Service Quality and Staff Efficiency – Developing customer service training, optimising workflows, and improving communication.
· Operational and Financial Efficiency – Strengthening management oversight, optimising budgets, and using technology for guest engagement.
By addressing these areas, the hotel can align with research-backed best practices for long-term success, increase profitability, and improve client satisfaction, rebuilding its reputation.
2. Operational and Housekeeping Improvements 
The hotel must immediately implement a deep-cleaning program, standardised housekeeping protocols, quality inspections, and employee training to improve hygiene, service efficiency, and the overall experience and restore guest confidence.
· Immediate Deep-Cleaning Program
The hotel must hire professional cleaning services for an initial, complete sanitation change that concentrates on high-touch surfaces, restrooms, and guest rooms. Park et al. (2019) conducted research that revealed a direct correlation between passenger satisfaction and hotel cleanliness. Specifically, 82% of guests reported that hygiene factors affect their booking decisions. Research indicates guests are also prepared to pay an additional fee for improved disinfection protocols (Zemke et al., 2015).
· Standardised Cleaning Schedules
A maintenance checklist should be implemented daily, weekly, and monthly to ensure that the desired level of hygiene is maintained. Guest perception is significantly influenced by bathrooms, linens, and frequently touched surfaces, so housekeeping protocols should prioritise these areas (Park et al., 2019).
· Quality Control Inspections
Supervisors are required to conduct routine inspections before check-ins to guarantee consistency. Ali et al. (2023) conducted a study that revealed that hotels that implemented structured room audits experienced a substantial decrease in negative cleanliness-related evaluations. Improved efficiency can also be achieved through real-time feedback mechanisms like digital housekeeping protocols.
· Staff Retraining
Housekeeping staff should undergo comprehensive training focusing on the following:
· Sanitation procedures aligned with industry best practices.
· Time management and workflow efficiency to reduce delays.
· Guest interaction skills, ensuring professional and helpful service.
Mchigani et al. (2019) conducted a study that revealed that improved housekeeping service quality significantly boosts visitor satisfaction, resulting in favourable reviews and repeat bookings. Furthermore, hotels that allocate resources to employee training demonstrate increased efficiency and decreased attrition rates (Malek et al., 2018).
By implementing these housekeeping changes, the hotel will regain client trust, improve its reputation, and increase revenue, guaranteeing its long-term competitiveness.
3. Maintenance and Infrastructure 
The outdated and inadequately maintained infrastructure significantly contributes to the hotel's declining visitor satisfaction. Au-Yong, Hoh, and Amos (2024) conducted research that shows the direct correlation between a dearth of proactive maintenance and negative guest experiences, which impacts long-term profitability and occupancy rates. To resolve this issue, implementing a routine maintenance protocol, infrastructure modifications, and professional pest control services is suggested.

· Routine Maintenance Protocol
To guarantee that guest rooms, common areas, and essential amenities are maintained consistently, it is recommended that a scheduled preventive maintenance system be implemented. Au-Yong et al. (2024) have found that hotels that implement preventive maintenance experience a decrease in visitor complaints and an increase in operational efficiency. Preventing costly last-minute repairs necessitates routine inspections of HVAC units, electrical systems, and infrastructure.
· Upgrading Worn-Out Fixtures
Guests have expressed dissatisfaction with the plumbing, AC units, coffee makers, and malfunctioning appliances. Hotels that renovate guest rooms maintain higher guest satisfaction scores and increased profitability, based on research conducted by Turner and Hesford (2019). The hotel should prioritise the replacement of outdated appliances and damaged fixtures to ensure that all in-room amenities function correctly.
· Pest Control Implementation
Guest complaints about pest infestations can significantly hurt the hotel's reputation. Neglecting pest control results in a substantial decrease in repeat business and an increase in visitor complaints, according to a study conducted by Yi et al. (2018). This issue can be mitigated by collaborating with a professional pest management service to perform routine inspections and preventive remedies.
The hotel can substantially improve guest satisfaction, reduce emergency repair costs, and boost long-term operational efficiency by implementing these maintenance upgrades.
4. Staffing and Employee Management Solutions 
The hotel's operational inefficiencies and service quality issues result from staff shortages, high turnover rates, and insufficient training. Hotels with high employee retention rates experience increased revenue and passenger satisfaction, according to Ashton's (2018) research. To overcome these obstacles, it is necessary to implement advanced training programs, competitive retention incentives, and optimised scheduling.

· Optimised Scheduling and Workload Balancing
Excessive workload and fatigue are among the most prevalent grievances among hotel employees, which result in frequent resignations and lessened service quality. Hotels that implemented balanced shift schedules experienced an increase in employee satisfaction and a reduction in staff turnover, according to a study conducted by Kaur (2025). Burnout can be prevented, and overall efficiency may be improved by implementing reasonable shift rotations, adequate rest periods, and workload distribution policies.
· Retention Incentives
Employee retention is not assured by competitive compensation alone. According to Wilson's (2024) research, staff loyalty is significantly strengthened by career development opportunities, performance-based incentives, and recognition programs. Some strategies to boost retention include:
· Employee-of-the-month initiatives and service awards.
· Offering training, promotions, and leadership development.
· Flexible working arrangements, staff meals, and well-being programs.
Training Programs
Investing in consistent training programs guarantees that staff can address travellers' enquiries professionally and efficiently. Robinson (2025) emphasises that hotels that implement structured employee development programs experience a 20% improvement in staff efficiency and problem-solving abilities. Training should prioritise the following:
· Hospitality service standards and professional guest interaction.
· Crisis management and problem resolution for handling complaints.
· Technology use, including digital check-in and online review management.
The hotel can reduce turnover, improve service quality, and improve guest satisfaction by implementing staff-friendly policies and career growth opportunities.

5. Guest Experience and Reputation Management 
The guest experience and online reputation significantly influence a hotel's occupancy rates and revenue. Negative reviews on Google Reviews, Booking.com, and TripAdvisor suggest dissatisfaction with hygiene, service quality, and maintenance. Anagnostopoulou et al. (2019) conducted research confirming that hotels that implement proactive reputation management experience increased direct bookings and revenue. The hotel's online image will be rebuilt, and the implementation of the following measures will improve the guest experience:
· Customer Feedback System
Management will be able to identify and resolve guest concerns in real-time by implementing a digital and in-person feedback system. Research indicates that hotels implementing structured feedback collection mechanisms have higher guest retention rates (Assimakopoulos et al., 2015). This process can be streamlined using feedback terminals, QR-code surveys, and mobile app reviews.
· Service Recovery Strategy
A structured complaint resolution process will guarantee that staff members professionally address visitor concerns. Capatina and Schin (2017) conducted research revealing that hotels that provide prompt, transparent service recovery experience increased visitor satisfaction scores.
· Online Reputation Repair
Addressing previous negative evaluations using personalised responses and corrective actions is imperative. Hotels that consistently respond to visitor reviews experience a 0.12-star increase in TripAdvisor ratings and a 12% increase in review volume, according to research conducted by Proserpio and Zervas (2018). Responses should be transparent, apologetic, and solution-oriented.
The hotel can improve visitor retention, restore trust, and increase direct bookings by actively managing guest feedback and complaints.

6. Change Management Approach 
Implementing new operational strategies necessitates a structured change management approach to prevent resistance, guarantee staff cooperation, and achieve long-term success. Marinakou et al. (2018) conducted research revealing that hotels implementing an incremental, structured change process experience improved staff engagement and smoother transitions. To facilitate change, the hotel should implement a phased implementation strategy, provide training support, and develop an effective communication plan.
· Gradual Implementation: A Phased Approach
To mitigate disruption, the hotel should implement reforms gradually rather than suddenly. Sah and Nadda (2017) underline that phased implementation boosts staff adaptability and reduces operational friction. Before the complete implementation, a pilot program should be implemented in a limited number of departments. For example:
· Test new cleaning checklists in select floors before full rollout.
· Upgrade a sample of guest rooms before extending to the entire hotel.
· Communication Plan Engaging ➡ Staff in Decision-Making
Staff engagement and transparent communication are essential components of a successful transition. Ali and Anwar (2021) have conducted research demonstrating that engaged employees are more receptive to change and less resistant. The following are measures that can be taken for better communication:
· Regular meetings and feedback sessions to discuss upcoming changes.
· Anonymous staff feedback channels to identify concerns.
· Involvement of senior employees in training newer staff.
· Training and Transition Support
Training is indispensable to guarantee that employees can adjust to novel operational methodologies. According to the Vorecol website (2024), operational efficiency can be improved by 30% through structured training programs. Hands-on training sessions should highlight the following:
· New cleaning standards and quality control.
· Customer service skills for managing complaints.
· Technical training for updated maintenance protocols.
The hotel can guarantee a smooth transition, improve employee cooperation, and increase service efficiency by incorporating phased changes, strong communication, and hands-on training.
7. Measurement and Success Metrics 
To guarantee accountability and monitor progress, the hotel must develop explicit success metrics for financial performance, operational efficiency, and customer satisfaction.
· Guest Satisfaction Surveys
Measuring changes in hygiene, service, and overall experience necessitates consistent feedback collection. Hotels that implement structured survey systems experience a 20% rise in client loyalty, as indicated by Patov's (2024) research. The hotel is required to monitor the following:
· Review scores on TripAdvisor, Booking.com, and Google Reviews.
· Guest surveys post-stay to monitor satisfaction with cleanliness and service.
· Operational Key Performance Indicators (KPIs)
Operational efficiency can be measured through:
· Room readiness times (target: under 30 minutes per turnover).
· Cleanliness audit scores (target: 90%+ compliance).
· Service issue resolution times (target: within 24 hours).
· Financial Impact Analysis
The ROI of improvements to operations will be underlined by measuring revenue changes following their implementation. Dolasinski et al. (2018) conducted research that revealed that hotels that implemented structured performance metrics experienced a 15% increase in profitability over 2 years.
The hotel can guarantee long-term success by consistently monitoring these key performance indicators (KPIs), guest evaluations, and financial outcomes.
8. Cost Analysis and Feasibility
The hotel must strategically allocate funds to improve cleanliness, maintenance, and staffing while ensuring a strong return on investment (ROI).
Budget Allocation
Estimated costs for the 131-room property include:
· Deep cleaning services: £20,000 (one-time cost for the entire hotel)
· Preventive maintenance and equipment upgrades: £40,000 (replacing broken microwaves, AC units, and plumbing)
· Pest control contract: £5,000 annually for professional services
· Staff training and retention incentives: £15,000 annually
According to Brighlty Company (2025), hotels that invest in preventive maintenance reduce long-term repair costs by up to 18%.
· Return on Investment (ROI) Projections
Research by Hidayat (2019) found that hotel improvements lead to a 15-20% revenue increase within 2 years. Expected financial outcomes include:
· Occupancy rate increase from 60% to 75%
· Online rating improvement from 3.0 to 4.0+ stars
· Direct booking revenue increased by 20%
By investing in strategic upgrades, the hotel can recover costs through higher occupancy, stronger guest satisfaction, and improved profitability.
9. Action Plan 
This action plan breaks down the anticipated outcomes, solutions, timeframes, costs, and critical problems to guarantee a structured and achievable implementation. Each initiative is prioritised to ensure it has the most significant possible impact while being financially feasible.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Competition Date
	Planned Budget 

	Poor cleanliness and hygiene
	Hire professional cleaning services for deep cleaning, followed by implementing strict cleaning schedules and staff retraining.
	Improved guest satisfaction, higher cleanliness ratings, and fewer negative reviews.
	3 months
	June 2024
	20,000 (one-time deep clean) + 5,000 (training)

	Lack of routine maintenance
	Introduce preventive maintenance checks for rooms and facilities; replace broken appliances.
	Reduction in guest complaints lowers emergency repair costs.
	6 months
	September 2024
	40,000 (repairs and upgrades)

	Pest infestations
	Contract with a professional pest control service for monthly prevention and treatment.
	Elimination of pest complaints improved hygiene reputation.
	Ongoing (monthly service)
	Immediate and continuous
	5,000 (annual contract)

	Staff burnout and high turnover
	Implement workload balancing, competitive retention incentives, and structured training programs.
	Higher staff retention, improved service quality, and increased efficiency.
	6 months
	September 2024
	15,000 (annual incentives and training)

	Negative online reputation
	Introduce proactive reputation management: responding to reviews, improving digital engagement, and offering service recovery options.
	Improved TripAdvisor/Google ratings increased direct bookings.
	Ongoing
	First improvements within 3 months
	5,000 (marketing and review management tools)

	Operational inefficiencies
	Implement KPI tracking for room readiness times, cleanliness scores, and issue resolution.
	More efficient hotel operations improved guest satisfaction.
	6 months
	September 2024
	Included in the management budget



· Implementation and Monitoring
· Regular progress evaluations (monthly) to track improvements.
· Guest satisfaction surveys to measure impact.
· Quarterly financial analysis to assess ROI.
This structured action plan ensures sustainable improvements, increasing guest satisfaction, reputation, and profitability.
Conclusion
The evaluation of Ashton Inn & Suites has disclosed a succession of operational challenges that have substantially impacted financial stability, reputation, and guest satisfaction. The primary issues identified are substandard sanitation, inadequate maintenance, service quality, and ineffective management oversight. These deficiencies have resulted in decreased online ratings, reduced recurring business, and increased reliance on third-party booking platforms, which has further strained the hotel's profitability.
The necessity of rectifying these deficiencies is underscored by guest feedback from platforms like TripAdvisor, Booking.com, and Google Reviews. Unresponsive customer service, pest infestations, broken appliances, and unclean rooms have been recurring motifs in guest complaints. As confirmed by research, the most significant factors in a guest's decision to arrange a stay are cleanliness and service quality. Consequently, these are critical areas for improvement. In addition, the financial analysis illustrates the tangible effects of neglect, as evidenced by the revenue losses and decreased occupancy rates that result from negative visitor experiences.
A structured and evidence-based approach has been suggested to address these concerns. These recommendations incorporate operational, staffing, and maintenance improvements, guaranteeing that the hotel implements sustainable practices to improve operational efficiency and the guest experience. An immediate deep-cleaning program, the implementation of a standardised housekeeping protocol, a preventive maintenance plan, and a comprehensive staff training program are among the key strategies. Furthermore, to enhance the hotel's online reputation and re-establish visitor confidence, proactive reputation management and customer feedback mechanisms have been recommended.
The change management framework delineated in this report offers a precise roadmap for the gradual implementation of these upgrades. A structured communication plan will facilitate staff buy-in, ensuring minimal operational disruptions and seamless transitions. Guest satisfaction surveys, operational key performance indicators (KPIs), and financial impact assessments will be performance metrics to evaluate success and modify strategies as necessary. The proposed investments are feasible and essential for the hotel's long-term sustainability, as evidenced by the cost analysis.
Ashton Inn & Suites can redefine itself as a competitive mid-range hotel that prioritises its guests by implementing these suggestions. The anticipated results include boosted revenue generation, higher guest retention, improved online ratings, and increased occupancy rates. The hotel's operational challenges are effectively addressed by the research-backed strategies, thus avoiding future reputational and financial losses.
In summary, this consultancy report provides a comprehensive action plan to convert Ashton Inn & Suites into a high-performing hospitality establishment. Structured improvements that address the identified issues will result in tangible benefits, consequently restoring both financial viability and guest satisfaction. 
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Disgusting

The manager wanted to charge $40 for a 2 hour early check-in. They did not care that | was a
Choice Hotel Platinum Member. The smell in the hallways was tainted with paint and the smell of
death. There was green slime floating on the top of the unsecured pool .
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