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Executive Summary

SM Group is a new innovative and creative consultancy company based in the UK's tourism and Hospitality Industry sphere. The company aims to improve its customers' prosperity and standards according to the last industry trends and provide high-quality service and achieve extremely effective and efficient results.
This consultancy report is made for "Ibis budget Manchester Salford Quays" hotel to improve their online reservation system. Several aspects have been discussed in this report. The issues faced by the company have been discussed, and possible improvements have been suggested as well. 
The Problem or Issue at Stake, which the hotel has faced, is regarding the online reservation system. According to several customers, the online booking system is not suitable for this hotel, and as a result, there have been several conflicts. These conflicts have increased dissatisfaction among the hotel customers, which is certainly not beneficial for the hotel. 
[bookmark: _Hlk67313387]Findings and Analysis: This report's findings have illustrated several positive and negative sides of "Ibis budget Manchester Salford Quays". There are several hotel facilities that the customers like, and the customers have praised them. Room facilities, food facilities, and hotel staff are the services that the customers click. The customers stated that the hotel is spotless and neat, and the staffs of the hotel maintain hygiene properly. However, several services are not liked by the customers, and they revealed their dissatisfaction. One of these services is the parking facilities of the hotel. One of the customers said that he could not park his car on hotel premises and his vehicle met with an accident. As a solution, the valet parking system has been suggested. Valet parking systems can be very effective in mitigating issues regarding the parking facilities of the hotel. Another issue faced by the customers of the hotel is the online reservation system. Online reservation issue is the main issue, which is discussed in this task. Several recommendations, which can help improve the online reservation system, have been mentioned. If the hotel progresses with the help of this report, it will be beneficial for them.       
Recommendations, some recommendations have been provided to the hotel that can improve their online reservation system. The hotel has been recommended to use CRM and CRS software to enhance customer experience and be helpful and easy for the hotel staff to operate. However, related training for running the software should be given to the team. The hotel has been recommended to communicate with the customers after booking. A post-booking strategy can help both customers and hotel staff; it can build trust among the customers as well. Personal data of customers should be protected to gain the confidence of customers. "Ibis budget Manchester Salford Quays" has been recommended to rely less on third-party booking websites. If the hotel relies less on third-party websites, it will be easier for them to handle their potential customers with minor conflict to avoid. 
However, there are both positive and negative impacts of these specified methods. The positive effects of selected methods can help improve the operation of the hotel. As a positive impact, customer satisfaction can improve. The hotel will gain good profitability if it relies less on third party websites and applications. The loyalty of customers will increase, and their experiences will be better while reserving hotel services online. As a negative impact, the expenses of the hotel will increase. There will be a need for internet access and CRM software, which are expensive. Training of staff will be rather costly and time sufficient. These are all negative impacts of the online reservation facility.   
In conclusion, "Ibis budget Manchester Salford Quays" is a beautiful hotel located in Manchester. The hotel is quite popular, and there are several facilities in this hotel, which can give the competitors tough competition. The hotel has a total of 210 rooms and a vast carpet area.  According to the customers' room facilities and food facilities of the hotel, it is awe-inspiring. The staffs of the hotel are all well behaved and very helpful. These are all factors, which can increase the competitive advantage of "Ibis budget Manchester Salford Quays". However, there are several negative remarks, as well. Most of the hotel's negative comment is about theory parking faculties or online reservation facilities. Some of the customers' reviews reveal their bad experience with the hotel booking system online. This report's objective was to consult over "Ibis budget Manchester Salford Quays" hotel's online reservation system and present some recommendations to improve the reservation system.  
It is essential for the hotel to improve their hotel reservation system, as it can be a significant disadvantage for them in front of the competitors. Several recommendations have been made in this report to improve the online reservation system. The hotel needs to take proper measures for improving the course of hotel booking. If the hotel improves its online booking system, it can gain several benefits along with loyal customers. An efficient online booking system can be beneficial for the hotel. It can be profitable, as well. However, some considerations need to be reviewed by the hotel. The hotel needs to do extensive research on customer's preference and gather possible data to improve theory services. Therefore, this report can conclude by stating that if the hotel can improve its online booking system, it can gain an excellent competitive advantage that will determine its competitive advantage. However, they should keep customer satisfaction into consideration, and the hotel should proceed in their operation according to that. If the hotel successfully meets customers' requirements, it will prove beneficial for them, and the consultancy report will be successful.          
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Purpose of report
The purpose of this report is to provide sound recommendations to implement online reservation systems within "Ibis budget Manchester Salford Quays". It aims at improving the online reservation system, which needs to have helpful websites and online technologies. Furthermore, as a result, it will help customers to reserve online booking without any double booking or mishandled reservation. 

Issues/Problems  
Online reservation of "Ibis budget Manchester Salford Quays", a UK hotel is not so good like the other UK Selected hotel, hotels encountered issues regarding online reservation procedures, such as cancellation booking or booking crashes. To outline strengths, weaknesses, and threats or opportunities by conducting models like SWOT and PESTLE. These models effectively outline both internal and external threats and development opportunities (Gürel and Tat, 2017). 

Scope and Analysis
"Ibis budget Manchester Salford Quays" is a beautiful hotel located in central Manchester. Accommodation of this hotel is reasonable, with 210 bedrooms (accor.com, 2021). This hotel has substantial carpet areas where wedding ceremonies can be performed if needed. The food facilities of this hotel are excellent and hygienic. Customers complained about sudden cancellation while they have not cancelled their booking. 
As a result, this hotel's management team consulted this consultancy to upgrade their online reservation processes. Other issues faced by this hotel are parking issues. From various customer reviews, it can be concluded that although they have a huge carpet area, car parking space is minimal. Customers have to pay charges for parking their cars while in other hotels, parking is free for customers who are staying there.
Positive Feedback- Feedback from customers is good in their food facilities, which are excellent and hygienic. Customers also appreciate their convenient and clean facilities regarding bedrooms and washrooms. They provide quality services to their regular customers. As this hotel is in Manchester, people find it easy to stay in this hotel because of its good location. The eco-friendly atmosphere and comfortable rooms make customers happy, and many positive comments are given to this hotel by guests who visit there.
Negative Feedback- Negative feedback that customers complained about this hotel is about their parking facilities. A customer complained that they could not park their car at the hotel premises because their vehicle met with an accident while it was parked outside this hotel. The heating system of this hotel is inferior (Longhurst et al. 2020). People complained that they got freeze in the middle of winter because of their inadequate central heating. The major problem of this hotel is its reservation processes. People complained that their reservation was cancelled without their interference for cancelling their booking. 
	Strengths 
	Weaknesses 

	· The selected hotel is in central Manchester, which is one of its strengths in attracting customers. 
· The hotel is eco-friendly and has large comfortable rooms with a central air conditioning system (All.accor.com, 2021)
· Daily, this hotel serves continental buffet breakfasts 
· This hotel provides a grab and goes section, where they have drinks and snacks regularly, 24/7
	· Limited parking areas are there, and separate charges are high.
· The booking and cancellation process of this hotel is flawed.
· The central heating process of this hotel does not work correctly.
· Customers complained about the loose connection of electricity and poor connection of Wi-Fi network (All.accor.com, 2021)

	Opportunities 
	Threats 

	· By adopting an online reservation system, this hotel could develop its booking system
· Modern design along with flexible facilities 
· As this hotel has enough carpet areas within its boundaries, it could increase its parking areas as per customer requirements (All.accor.com, 2021)
	· Presence of competitors, such as  
· Shortage of resources is a big issue for this hotel to face as a threat.
· Employee's inefficiency in doing respective duties could also be a significant threat to them.


Table 1: SWOT Analysis 

Analysis: By this given SWOT analysis, it can be recommended that this hotel should improve its online reservation facilities by adopting new technologies. Hotels mentioned above should have to bring new central heating processes for their customers to stay comfortably. Parking facilities should have to be improved. All employees should have to work efficiently to bring innovation to this hotel.
	Factors
	Impact

	Political 
	· Brexit imposed strict regulations regarding the visit of individuals from the USA and the EU.
· Travel ban rule implicated by UK political party 

	Economical
	· Productivity growth is weak regarding per employed person.
· The current employment rate in the UK is 5.0%.
· In recent years, the UK's additional income rate is 45% over £150,000 (Düerkop and Huth, 2017).

	Social
	· The UK faced poverty and low pay in industries.
· Inequality is another major factor that is common in the UK.

	Technological
	· The UK is the fourth largest country in the world, which is technologically advanced. 
· Communication technology is highly influenced in the UK.

	Environmental
	· The selected hotel uses eco-friendly technologies by boycotting plastic bags
· Harmful chemicals which this hotel uses are carefully washed by a proper drainage system (Sarwar et al. 2017)

	Legal Factor
	· Under the Privacy Act of 1988 hotel mentioned above maintain complete security and privacy for its guests.
· The hygiene of this hotel is maintained as per the Food Act of 2003.


Table 2: PESTEL Analysis 

Analysis: The UK's political factors may affect this hotel if getting customers from the USA, and EU Economic factors of the UK may positively affect this hotel. As the unemployment rate of the UK is low, this hotel can give job opportunities to people. The UK's income rate is also adequately high; thus, employees working in this hotel could get proper remuneration. Social factors of the UK may affect both positively and negatively this selected hotel. People have become more demanding and seek new technologies. In that case, these hotels should improve their salary structure for employees and boycott inequality to allow guests to get more bookings. Improvement in technology is highly recommended to this hotel to get this hotel innovated. Environmentally and legally, this hotel is working to have wellbeing and helping the UK to keep surroundings clean.  
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Methods of Improving the Operation 
"Ibis budget Manchester Salford Quays" is a hotel which has several online booking issues. Hence, it is essential to propose some methods to improve its online booking course. However, online hotel booking methods need to be managed very professionally to avoid any conflict. There are some ways to improve online booking practice in "Ibis budget Manchester Salford Quays" hotel. These methods will be explained below: 
Personalisation of Online Booking
Personalising the online reservation system can help mitigate online booking issues facing the "Ibis budget Manchester Salford Quays" hotel. There is a few software, which can be beneficial in personalising the hotel reservation system. A CRS, Central Reservation System, can manage hotel reservations and quickly provide general information of hotels, helping customers choose their preferred services. It is easy to use hotel staff and promptly shows the value of customers and services they want to consume. Hotel staff can review if the customer required services are available or not and can be booking accordingly. There will be fewer conflicts with the help of CRS software. CRM software can help this operation; CRS software can make it easy for hotel staff to understand what customers require and prefer. Hotels can easily display their offers and discounts with CRM software, which is undoubtedly very beneficial for customers and hotels.
A SO service can prove helpful in this operation as well; Service Optimisation service allows to collect guest experience and aggregate their fit customer's current and future stays. CRM, CRS, and SO can help manage guest online booking and reservation in an easy and effective method that can help mitigate the online reservation issues that "Ibis budget Manchester Salford Quays" is facing nowadays.
Post Booking Communication
Communication is indeed vital for dealing with any conflict that takes place. In terms of online booking, communication can be a solution to several problems. After being notified of booking by customers, the hotel staff needs to communicate with them. Post-booking communication can be hopeful in mitigating several conflicts that occur between customers and hotels. A confirmation mail can be sent to customers mentioning their booking details, including the services they have chosen and payment details. It can help gather information about customers before they arrive, and it can be beneficial for customers and get confirmation about their booking and details. They can easily communicate with the hotel staff if there is any problem with booking details. Hotel staff should communicate with customers, as it is necessary to ensure flexible communication procedures. Furthermore, it ensures that customers receive a booking request as booking websites are not always working prominently, and there can be mistakes in booking requirements. 

Security of Personal Data 
A reservation is being held online; there could be several issues regarding customers' data. Baking details are one of the most critical data, which need to be protected. Personal data of customers have been leaked in several instances. Therefore, hotels need to be protective enough so that there is no theft of customers' data. The customer portal can be protected with some password systems. These passwords should be accessed by customers only; these safety procedures can help improve online booking systems and help mitigate several issues that "Ibis budget Manchester Salford Quays" is facing on that ground. Customer feedback should always be taken after being booked online. This feedback can help the hotels in understanding and locating weaknesses in the online booking system. "Ibis budget Manchester Salford Quays" hotel can use that in improving their online reservation system to avoid the same issues in future. 
Staff Training 
CRS, CRM, and SO software can prove to be quite helpful in mitigating online booking issues. However, this software is quite complicated to work with. Therefore, hotel staff should be trained on how to use this software correctly. Staff training is vital in increasing customer satisfaction; hence, hotels should always initiate training staff effectively. Staff should understand problems which customers have faced in online booking. If they understand the question correctly, they can institute their interest in learning methods, increasing customers' satisfaction in online booking. 
Relying Less on Third-party Applications 
Some websites tell booking on behalf of hotels and resorts; these websites analyse the availability of a particular hotel's rooms and services and let customers book according to that. However, these websites are not always prominent as they handle several hotels at the same time. There is false information most of the time, and booking charges are high as well. These conflicts become reasons for customers' dissatisfaction. Hence, it is suitable for hotels like "Ibis budget Manchester Salford Quays" to use their website for online booking purposes. If the hotel only relies on its website, it will be easier for customers to find their preferable services. Online reservation will be much easier this way, and customer satisfaction will only increase. 
Some methods, which can improve the online reservation system of "Ibis budget Manchester Salford Quays" have been discussed above. The hotel can improve its operation if it applies the method correctly.               
The Positive and Negative Impact of Specified Methods
Methods of improving online reservation systems have been discussed; however, those methods can positively and negatively impact the hotel. These positive and negative impacts can help massive growth of the "Ibis budget Manchester Salford Quays".  
The Positive Impact of Specified Methods 
· "Ibis budget Manchester Salford Quays" can increase their profits by improving their online reservation system and by relying less on their-party websites. Third-party websites typically charge 20-30% as booking fees, which can be taken directly by the hotel. 
· Customer loyalty can be increased by improving the online reservation system, as customers' experience can be better with this approach. Having a customer preference is very beneficial for an organisation as it can be a tremendous competitive advantage.  
· There can be minimal conflicts on the booking of services, and customers can be provided with various options and incentives, which will repeatedly attract them towards the hotel. 
· Dealing with customers can be easier this way, and customers will know services of "Ibis budget Manchester Salford Quays" in a better way. 
   The Negative Impact of Specified Methods
· Several requirements need to be fulfilled to maintain a proper online booking system. One of these requirements is internet access and good software. Both the internet and software need a good investment. Hence, "Ibis budget Manchester Salford Quays" needs a good number of resources to support online booking systems. 
· There can be a doubt in customers about the hotel's quality of services as the booking is being online; this doubt cannot be resolved.  
· Hotel staff needs to be painted on using CRM and CRS software, and training staff can be expensive and time sufficient. Therefore, it is not at all beneficial for the hotels. 
· There is a lot of competition in the market, and online booking depends on hotel websites' interface. Hence, hotels with a better website will have an advantage. "Ibis budget Manchester Salford Quays" can lack this ground, and the hotel can gain a competitive advantage.  
   
Process to Improve 
Some specific strategies can help enhance the online reservation system of "Ibis budget Manchester Salford Quays". One of the methods, which can be applied, is the star model. There are five components of a star model, each part describes a stage of the process, and these stages will be described below: 
Strategy:
The strategy is the method, which can help a company in winning a competitive advantage. A company has specific goals and objectives, and the process can help effectively achieve those objectives. To implement an effective online reservation method, it is essential for "Ibis budget Manchester Salford Quays" to plan a strategy that can help it improve the online reservation system. There are several methods, which can be applied to making an effective strategy. However, the company should conduct research and then proceed with creating its design. Therefore, there is no issue with implementing strategy and moving with the rest of the plan effectively. "Ibis budget Manchester Salford Quays" should ensure that their systems are unique and are not imitable by competitors. 
[image: ]
Figure 1: Star Model


Structure:
The second step of improving the online reservation system is focusing on structure and making a structure that can support the plan's implementation. "Ibis budget Manchester Salford Quays" is a hotel, and the design of it needs to be made in a way that can support its improvement of the online reservation system. Structuring should be considering four dimensions. These four dimensions are specialisation, shape, distribution of power and departmentalisation. "Ibis budget Manchester Salford Quays" should distribute the task of improving their online reservation system among their skilled staff, or they can hire new staff to handle the CRM, CRS, and SO software. Power should be distributed among the team regarding their skills. Lastly, departmentalisation needs to be done. This departmentalisation should be done keeping the satisfaction of customers in consideration. An appropriate structure can help in mitigating several issues that the hotel has been facing. Moreover, a proper suite will be able to increase the staff's profundity and increase customer satisfaction.  
Process
In this step of the star model, the process should be started. The method of improving the online reservation system includes several individual and essential tasks. All these tasks should be adequately planned, and then the process should start. There are several issues, which can be faced during the conduction of improving. However, the hotel should take proper measures of these issues and work according to that.    
Rewards
The reward can be considered a method to improve the staff's efficiency; once the online reservation system is made, the employees should be rewarded; hence, they are motivated to do their tasks (Kun-Huang Huarng and Ming-Feng, 2019). Reward system is fundamental in any organisation, and the same goes for the hospitality industry. Employees of "Ibis budget Manchester Salford Quays" should be rewarded for doing their job of improving the online reservation system. That will increase their productivity, and employees will be motivated. 
People
People of an organisation stand for both customers and employees; hence, it is essential to include them in operation thoroughly. Customers' feedback should be taken after they invest their reservations for hotel service online (Nugroho and Hati, 2020). There are several methods which can help increase both customers' and employees' satisfaction. "Ibis budget Manchester Salford Quays" should consider every strategy of focusing more on their customers and employees. 
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	Key findings
	Description

	Room facilities
	There are 210 bedrooms in the hotel, and according to the customers, the rooms are neat and clean. The services of the rooms are impressive as well. Overall, it can be stated that there is no objection about the rooms and cleanliness of the rooms. 

	Food facilities 
	The food facilities of the hotel are pretty good as well. According to the customers, there are no issues regarding the quality of the food. The taste of the food is good as well. Moreover, food is served to maintain hygiene and all other preferred requirements of the customers. 

	Hotel staff 
	Hotel staff of "Ibis budget Manchester Salford Quays" are known to be quite helpful and well behaved. There is no complaint about the behaviour of the hotel staff. According to the customers, they are helpful and skilled (all.accor.com, 2021). 

	Parking facilities 
	There are several negative remarks about the parking facilities of "Ibis budget Manchester Salford Quays." According to one of the customers, he could not park the car on the hotel premises, and the vehicle met with an accident. Hence, it can be stated that the hotel needs to improve its parking facilities for increasing customer satisfaction. 

	Online reservation facilities
	Online reservation facilities are one of the facilities in which the hotel lacks. According to several customers, the online booking system for this hotel is terrible. One of the customers complained about his booking being cancelled on the day before his visit. There are several similar complaints; therefore, the hotel needs to improve its online reservation system (all.accor.com, 2021). 


Table 1: Findings and Analysis

The key findings of "Ibis budget Manchester Salford Quays" have been described above in the table. There are key findings and their description, and there is a need for a final review of the reports. 
Parking Facilities of the Hotel are Not up to the Mark 
Parking facilities of "Ibis budget Manchester Salford Quays" are recognised not to be as good as they should be. There are several negative remarks about the hotel's parking facilities, and it has proved to be a disadvantage in competition. One of the customers complained that he could not park the car on hotel premises, and the vehicle met with an accident. Hence, the hotel should improve its parking facilities so that there is no issue with customer satisfaction. There are several methods which can be applied to improving the parking facilities of the hotel. 
· "Ibis budget Manchester Salford Quays" can increase their parking capacity by 10%, which will be able to hold a good number of cars for the customers. If the hotel increases its parking capacity, the customers will be able to park their cars quickly, and there will be no parking facilities issues. 
· "Ibis budget Manchester Salford Quays" should implement a sound security system in their parking lot which can help protect the customers' vehicles more effectively. That can increase customer satisfaction and can be beneficial in being the hotel more preferred by the customers. 
· Valet parking systems can be hopeful in implementing a successful service of parking which is practical as well. There are several methods, which can be applied in implementing valet parking systems. Customers very prefer valet parking systems; hence, they will be able to increase customer satisfaction. 
Online Reservation Services of the Hotel are Terrible
Online reservation services are one of the major drawbacks that the hotel has. There are several issues regarding this matter, and the hotel needs to improve its online reservation system as soon as possible. Many customers have shown their dissatisfaction with this service of the hotel. There are some recommendations which the hotel can follow to improve its online reservation system.  
· Application of CRM, CRS, and SO software can help personalise the hotel's online reservation system. Using this software can help the hotel maintain an accessible and active hotel booking method, which can help upgrade the customer's satisfaction. 
· "Ibis budget Manchester Salford Quays" should rely less on third-party websites and should launch their website that will be accessible by them only. Using a different website can help the hotel in managing and viewing their customers preferred services. Moreover, the hotel will be alerted whenever there is a new booking, and they can quickly check the facility's availability and proceed with the booking. 
· After being booked by them, a post-communication with the customer can be hopeful in confirming their bookings and payment details. However, the cost of implementation of these processes can be a matter of consideration. Therefore, the hotel needs to do proper planning of their budget and then proceed with the plan. 
Room Facilities of the Hotel are Impressive 
The Analysis of findings can be carried out, stating that the hotel's broom facilities have proved to be quite impressive. The customers have said that the rooms are big and spacious. The services of the room are upgraded, and the hotel has an excellent technological backup. There are 210 rooms and a vast carpet area, in which events like wedding ceremonies are performed. Hence, it can be stated that the hotel's room facilities have satisfied the customers, and it has been beneficial for the hotel. However, constant improvement can satisfy the customers even more. Continuous improvement can help the hotel in being more preferred by the customers. "Ibis budget Manchester Salford Quays" should research how to improve their faculties and what kind of facilities the customers favour. This research can help them improve their services, which is beneficial for the hotel and its customers.  
The Food Facilities of the Hotel are Good     
The customers of "Ibis budget Manchester Salford Quays" have stated no complaint against the hotel's food facilities. According to the customers, this hotel's quality of food is impressive, and the food is served to maintain hygiene. Hence, it can be stated that the hotel's food facilities are pretty remarkable, and the customers are satisfied with it. However, the facilities of food can be increased. Variants of food can be enriched as well. It is important to collect feedback from the customers and implement food faculties according to that. As the pandemic is going on, "Ibis budget Manchester Salford Quays" should ensure they are maintaining every sanitisation method and conducting proper sanitation to control the infection of COVID-19. 
The Hotel Staff is Well Behaved and Helpful  
The staff of "Ibis budget Manchester Salford Quays "are well behaved and helpful and well. According to the customers, the staffs of the hotel is quite helpful, and they are skilled. Hotel staff sustain a hotel, and they need to be skilled in communicating with customers. "Ibis budget Manchester Salford Quays’' has a team of staff who are helpful and good at communicating with their customers. Hence, it can be stated that the hotel staff are good and have successfully won the trust of customers, which is undoubtedly very beneficial for the hotel. However, the hotel can implement a reward system to enhance the staff's productivity, as it can be very motivating and helpful.
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	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion date
	Planned budget

	1
	Online reservation system
	To update new software of CRM (Customer relationship management), CRS (Central Reservation System), and SO (Service Optimisation) for improvement of online booking facilities in the hospitality business (Ramos et al. 2018).
	Online reservation issues will be upgraded. Customers can be booking from any part of the world.  Customer feedback is also helpful to meet the needs of the customers.
	Two months
	30/05/2021
	£1500

	2
	Communication system
	Improve post-booking communication with the customer help to reduce several conflicts between customer and hotel. Confirmation mail, online chatting and telecommunication should be improved. 
	It will help collect information about the customer before reaching the destination, and customers will get information about the hotel (Amar et al., 2018). Customers can quickly solve their queries.
	1 month 
	30/04/2021
	£ 300

	3
	Third-party bookings
	Only official websites should be used for booking, and third-party booking should be less or provide limited access. It contains several fraudulent and misleading information about the hotel that is responsible for customer decrement. 
	Customers will get all accurate, relevant information related to the hotel, and they have not paid extra charges for the booking. They will also get confirmation messages or mail after booking. 
	1 month 
	30/04/2021
	£ 500

	4
	Heating facility
	To have an installation of some new heating machine in the hotel. Doors and windows should be checked appropriately.
	Customers can get comfortable and warm weather inside the hotel room. It will help to reassure the existing customer that their problem has been solved.   

	Two months
	30/05/2021
	£ 800

	5
	Parking area
	To enlarge the carpet area on its boundary. Parking cost should be free.
	Poor reviews of customers will be reduced. More customers will be interested, ensuring the existing customer (Omar et al. 2020). 
	One month
	25/04/2021
	£200


Table 1: Action plan 
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· Implementing an Online Reservation System - Online reservation systems and cancellation processes should be improved. CRM, SO and CRS software need to be used to help the hotel and customers know different information about each other (El-Said et al. 2020). Integration of an online reservation system will help this company to interact with its competitors. 
· Communication System- The communication system should be upgraded. Online chatting, email verification, confirmation mail and telecommunication will help to create trust in the company. 
· Official Websites should be designed appropriately, containing all relevant information, images, and hotels' facilities. It needs to be updated regularly (Li et al., 2017). It should reflect all offers and discounts on their homepage so that these can attract the customers.
· Securing Personal Data- The personal data or banking details of the customer needs to be privatised. It will assure the customers for booking online. 
· Heating Facility- Heat adjustment is an essential factor in the hotel industry. Hence, the Operational Management team needs to update the heating facility of this hotel. Therefore, that customer can get comfortable weather inside the hotel.
· Technical Knowledge- The human resource management team should provide technical knowledge to the staff. They should offer communication skills, spreadsheet skills, PowerPoint skills, digital marketing skills for interacting with customers.  It will help in their career growth. 
· Third-party Booking- Third-party booking should be reduced or permit limited access as it contains fraudulent information (Lee et al., 2020). On the other hand, booking through official websites needs to be increased.
· Parking Facility- Parking areas should be enlarged and free. It will encourage customers to visit the hotel.
· Electricity Connection- Electricity connections and electronic appliances like heaters, TV, geysers need to be examined after a specific time interval.
· Maintain a Hygienic Environment - The rooms should be cleaned regularly, and the doors and windows need to be checked.
Addressing the above-recommended actions or strategies, it is evident that to ensure safe and secure implications of online reservation systems, and operational managers must undertake suitable policies and procedures (He et al., 2018). For example, the Data Protection Act 2018 (DPA ACT) will help ensure customers' privacy. Administrative departments need to install SSL or use anti-malware software to protect official websites. Human resource managers should hire efficient technical and non-technical staff to implement this system, and communication systems should be developed. Implementation of all the above-recommended actions helps this organisation to enhance the online reservation system and cancellation system.  
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The reports conclude that "Ibis budget Manchester Salford Quays," stated in Central Manchester in which food facility, staff behaviour and service facility is the hotel's strength. However, some negative feedback also tells us about the reservation system, parking facility and communication-system. Although there is a vast carpet area, parking space is relatively short. This report highlighted that offline reservation systems create conflict between the hotel and the customer. Sometimes, their reservation was cancelled without their interference. On the other hand, a proper heating facility is a significant problem in this hotel. Customers complained about electricity and inadequate Wi-Fi facilities.
Additionally, as a consultant, it can recommend improving the online reservation system by setting up CRM, CRS, and SO software, communication system and parking facilities to get customer attraction towards this hotel. Communication systems can be improved via email, texts or telecommunication (Saito et al., 2019). The Official website should be secure as the privacy of customer's data and banking details leaked sometimes. It is essential to hire efficient and suitable staffs by the human resource management team. It will help to accomplish the company's goal faster. Third-party booking should be replaced with official websites to reduce data fraudulent and misleading (Huang et al., 2020). This consultancy report SWOT and PESTLE analysis for outlining strengths, as well as weaknesses. As a responsible consultant, it is requested to the client that implementing effective and significant online reservation strategies and practices. It is suggested to hire qualified and experienced personnel, like a technician, sponsor manager, and assistant manager, to lead implications of these advanced systems within this hotel's operational procedure. Furthermore, the above-mentioned recommended actions can enhance booking facilities with the help of knowledge and expertise.     
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