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[bookmark: _Toc148439259]EXECUTIVE SUMMARY 
The cordiality area with its serious spotlight on the fulfillment of the clients assumes a significant part in guaranteeing the achievement and notoriety of any organization. In this specific circumstance, Inn Laki which is arranged in Constanta, Romania is confronting a significant issue in its division of food and refreshment which is quite impacting its general exhibition and picture of the brand (Floričić, 2020). This chief rundown offers a profound examination of the issues looked by Lodging Laki, frames the key open doors accessible to resolve these issues, and presents a nitty gritty activity intend to work on the fulfillment of the clients and the remaining of the inn. The fulfillment of the client is the foundation of outcome in the business of cordiality and the difficulties looked by Lodging Laki in its branch of food and drink have extensive results (Szentesi et al, 2021). These issues, for example, conflicting help, restricted choices in menu assortment, obstructions to correspondence, issues connected with quality control, staff preparing and the board inadequacies, and an absence of a viable component of criticism have brought about a decrease in the fulfillment of the clients (Liu et al, 2020). This, thus affects the standing of the lodging, pay, as well as generally speaking execution.
The repercussions of these issues of consumer loyalty are apparent across various aspects. The standing of the inn, first and foremost, has been discoloured by regrettable audits on stages including TripAdvisor and Google Surveys. Potential guests often depend on these reviews to make effective decisions and the presence of unfavourable comments can deter them from choosing Hotel Laki. This translates into lower bookings and decreased rates of occupancy (Đalić et al, 2021). Furthermore, the decline in satisfaction of the customers has a direct effect on the income of the hotel. Dissatisfied customers may opt to dine outside the hotel which leads to a reduction in sales of food and beverage. Additionally, a decrease in repeat business due to poor experiences can result in losses of revenue long term. The scope of the challenges extends beyond the Department of food and Beverage, impacting the overall perception of the hotel and impacting other departments, including housekeeping and front desk services. To understand the main causes of these challenges, a detailed analysis was conducted (Oh et al, 2022). Inconsistent service, characterised by slow service, unfriendly staff, and varying quality of the food has been a persistent problem. The limited variety in the menu fails to serve to the wider tastes and preferences of potential guests leading to dissatisfaction and a sense of repetitiveness. The barriers of communication mainly related to language notably contribute to misunderstandings and dissatisfaction (Othman et al, 2020). Inadequate measures of quality control have resulted in subpar quality of food and beverages. The training of Staff and problems related to management hinder employees from effectively handling the concerns and complaints of customers. Finally, the absence of a strong mechanism of feedback prevents customers from expressing their main concerns and hinders opportunities for development (Liu et al, 2020).
To address these issues properly and effectively, Hotel Laki can leverage its core strengths including its scenic location, high-quality amenities, and a loyal base of customers (Rinaldi and Effendi, 2021). By capitalising on the beautiful Black Sea coast setting, the hotel can provide unique outdoor experiences of dining, collaborating with local suppliers to incorporate fresh, locally sourced raw materials. High-quality facilities can be combined with experiences of dining to offer added value to potential guests (Anggiani et al, 2021). The loyal base of the customer can be actively involved in the process of menu innovation, ensuring that their preferences, as well as expectations, are met. Furthermore, the hotel should invest strategically in the training of the staff to enhance efficiency and improve the experience of dining. Adequate staffing levels during peak hours are very important to eliminate inefficiencies in the services (Khanra et al, 2021). Implementing a strong mechanism of feedback such as a user-friendly digital platform and incentives for the participation of the guests will assist in collecting many valuable insights for further improvement (Liu et al, 2020). Finally, optimising strategies of pricing by conducting an analysis of the market and providing competitive rates will appeal to budget-conscious customers. Change strategies of management should be implemented throughout these initiatives to ensure a smooth transition as well as staff buy-in. 
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In the ever-evolving panorama of the hospitality sector, the satisfaction of the customer stands as the cornerstone of success for any company. Among the various factors that impact the perception of the desired guests, the food and beverage department play an important role. This rings particularly true for Hotel Laki, which sits in the picturesque Constanta, Romania, providing breathtaking views of the Black Sea (Szentesi et al, 2021). However, despite its scenic charm and an array of high-quality amenities, Hotel Laki has been grappling with substantial issues of customer satisfaction with its services of the food and beverage (Ali et al, 2021). In response to these issues, this complete report seeks to analyse the different facets of the food and beverage department of the Hotel Laki, outlining the issues faced and their main reason, and offering strategic recommendations to reduce these challenges as well as elevate customer satisfaction levels and financial performance of the hotel (Hattangadi, 2023). At the heart of Hotel Laki’s challenges lies its undeniable influence on its brand image, revenue, and the experience of the wider guests. The brand image of any hotel is intricately linked to the satisfaction of the customers and in the age of digital platforms, negative reviews can spread like wildfire, dissuading desired guests, and tarnishing the image of the hotel. Consequently, Hotel Laki faces a sharp decline in bookings and rates of occupancy, directly impacting its stream of revenue. This dissatisfaction does not merely confine itself to the Department of Food and Beverage; it permeates through the entire hotel impacting how guests perceive other facilities and services such as housekeeping and front desk assistance.
The fundamental causes of Hotel Laki's issues of customer satisfaction are multifaceted. Inconsistent facilities, characterised by sluggish service, hostile staff, and varying quality of the food, cause dissonance in the experiences of the desired guests (Barusman et al, 2019). The lack of menu variety further compounds the problem, leaving guests feeling uninspired experiences of guest as well as dissatisfied. The barriers to communication, issues related to quality control, insufficient training of staff, and a deficient mechanism of feedback all significantly contribute to the overarching problem, developing a negative feedback loop that erodes the satisfaction of the customers over time (Liu et al, 2020). Despite these challenges, Hotel Laki boasts various commendable strengths that serve as a foundation upon which to create its recovery. Its scenic location on the Black Sea coast offers a unique selling point, providing guests with serene and visually stunning surroundings (Fernández-Reino and Rienzo, 2021). The dedication of the hotel to high-quality facilities such as facilities of spa, fitness centres, swimming pools, and well-maintained outdoor spaces, improve the overall experience of the guests (Oltean and Gabor, 2020). 
A SWOT analysis provides a complete view of internal strengths and weaknesses as well as the external opportunities and threats of the Hotel Laki that it faces. Leveraging its scenic location, improving the variety of the menu, and capitalising on its loyal base of customers stand as its strengths. Addressing the limited options on the menu, declining satisfaction of the customers, and inefficiencies in service are critical weaknesses that require immediate attention (Khanra et al, 2021). Opportunities lie in the innovation of the menu, training of the staff, strategies of pricing, and management of online reputation, while threats involve negative online reviews, high local competition, and changing preferences of the desired customers (Wessels, 2022). To transform these challenges into opportunities, a TOWS analysis offers a strategic framework. Leveraging its scenic location, Hotel Laki can provide unique outdoor experiences of dining, integrating locally sourced, fresh raw materials to properly align with its natural environment. Capitalising on high-quality facilities, the hotel can develop attractive packages that combine spa treatments, fitness sessions, and experiences of dining (Sang et al, 2019). Optimising strategies of pricing, proactive management of online reputation, and staying abreast of changing preferences of desired customers are important strategies to ensure long-term success.
[bookmark: _Toc148439261]ANALYSIS
Customer satisfaction is a critical aspect of the hospitality industry, and it directly impacts a hotel's reputation, income, and overall success (Filimonau, 2021). Hotel Laki, located in Constanta, Romania, has been facing several customer satisfaction issues in its food and beverage department. These issues are negatively affecting the hotel's performance and need to be addressed promptly.
[bookmark: _Toc148439262]IMPACT ON THE HOTEL LAKI
Reputation: Issues of customer satisfaction in the food and beverage department of Hotel Laki have a notable impact on the reputation of the hotel. Negative reviews and feedback can deter desired guests from choosing Hotel Laki, resulting in a decrease in bookings as well as rates of occupancy (Steelman and Williams, 2019).
Income: Dissatisfaction of customers can lead to a decline in overall revenue. Guests may opt to dine outside the hotel or choose not to return which impacts the food and beverage sales of the hotel. Additionally, lowering repeat business can lead to a loss of revenue in the long term (Hattangadi, 2023).
Scope: The scope of the issue extends beyond the food and beverage department. It impacts the overall perception of the hotel, influencing other departments including housekeeping and front desk services (Heidari et al, 2019). Poor experiences of customers in one area can lead to wider negative impressions of the whole hotel.
[bookmark: _Toc148439263]CAUSES OF CUSTOMER SATISFACTION ISSUES
Inconsistent Service: Inconsistent quality of the service in the food and beverage department such as slow service, unfriendly employees, and varying quality of the food has been a persistent issue (Oh et al, 2022).
Lack of Menu Variety: A limited and unvaried list of items on the menu may not serve the wider tastes and preferences of desired guests, leading to dissatisfaction and a sense of repetitiveness.
Communication Barriers: Language barriers between employees and desired guests can lead to misunderstandings, miscommunications, and overall dissatisfaction.
Quality Control: The lack of effective measures of quality control has resulted in poor quality of food and beverages, negatively influencing the dining experience (Rinaldi and Effendi, 2021).
Staff Training and Management: Insufficient training and management problems may result in employees not being adequately equipped to handle the concerns and complaints of potential customers, leading to further dissatisfaction (Kinicki and Williams, 2020).
Feedback Mechanism: The hotel may lack a strong mechanism of feedback, preventing desired guests from expressing their concerns effectively. Limited opportunities for customers to offer feedback can hinder improvements (Liu et al, 2020).
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Feedback is a notable issue for Hotel Laki. Feedback from guests is very important for regular improvement but the hotel may not be effectively gathering and utilising this valuable information and data (Steelman and Williams, 2019). The absence of a well-structured system of feedback can result in missed opportunities to address the concerns of desired customers and improve the overall guest experience.
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The reputation of the hotel has been spoiled by negative reviews on different online platforms including TripAdvisor and Google Reviews. An examination of online reviews shows a trend of guests expressing dissatisfaction with the services of food and beverage. For instance, a review from a recent customer mentioned slow service which leads to a lower overall rating and unfavourable comments (Oh et al, 2022).
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External factors significantly contributing to the issues of the hotel can be analysed using a PESTEL analysis framework. PESTEL analysis is as follows-:
Political: Changes in regulations by the government, mainly associated with the safety of the food and standards of health can impact the food and beverage operations of the hotel (Szentesi et al, 2021).
Economic: Fluctuations in the economy can influence the spending patterns of desired customers, potentially leading to lowering the spending on dining and entertainment at the hotel.
Social: Changing preferences and trends of consumers including an increasing demand for healthier options on the menu can impact the food offerings of the hotel (Nicula and Spânu, 2019).
Technological: Advances in different technologies can streamline operations of food and beverage, enhance the efficiency of the services, and improve the experience of desired customers.
Environmental: Concerns related to the environment which include sourcing of sustainability and responsibility can impact choices of the menu and decisions of procurement (Đalić et al, 2021).
Legal: Compliance with local as well as international food safety and employment laws is very important to the operations of the hotel. In case of not meet these compliances, the hotel will face heavy penalties (Rahman, 2021).
POSITIVE ASPECTS
There are many positive aspects of the Hotel Laki as well which is situated in Constanta, Romania. It is crucial to recognize the areas where the hotel excels (Volkmann et al, 2021). These positive aspects are very important for understanding the strengths of the hotel and building upon them for future success.
Scenic Location: Hotel Laki is situated in a prime and attractive location on the shores of the Black Sea, which offers guests stunning views of the ocean and easy access to the beach. The beautiful natural surroundings develop a calm and relaxing atmosphere that attracts guests seeking a peaceful getaway.
High-Quality Facilities: The hotel provides a broader range of facilities to improve the experience of the guests such as a spa, fitness centre, swimming pools, lounge, and well-maintained outdoor spaces. These facilities significantly contribute to the comfort and enjoyment of the guests during their stay (Rinaldi and Effendi, 2021).
Loyal Customer Base: Over the years, Hotel Laki has built a huge loyal customer base that appreciates the quality of its accommodations and the overall ambience of the hotel. Repeat guests and positive word-of-mouth recommendations are a testament to the capability of the hotel to develop lasting as well as positive experiences for desired guests (Sang et al, 2019).
[bookmark: _Toc148439267]SWOT ANALYSIS
SWOT analysis is a crucial framework for recognising and analysing the strengths, weaknesses, opportunities, and threats of the organisation (Jiang, 2023). the SWOT analyses of Hotel Laki are as follows-
	Strengths
	Weaknesses

	1. Scenic Location     
	1. Limited Menu Options   

	2. High-Quality Facilities
	2. Declining Satisfaction of Customers

	3. Loyal Customer Base
	3. Inefficiencies of Service 


Strengths:
Scenic Location: The prime location of Hotel Laki on the Black Sea coast sets it apart from many core competitors (Astawa et al, 2022). The breathtaking sea views, easy access to the beach, and the sound of waves develop a calm and unforgettable atmosphere, appealing to potential guests seeking relaxation and beauty of the nature.
High-Quality Amenities: The dedication of the hotel to providing wider facilities such as a spa, fitness centre, swimming pools, and well-managed outdoor spaces, adds notable value to the experience of desired guests (Anggiani et al, 2021). These facilities offer entertainment as well as options for relaxation that serve a broader range of preferences of guests.
Loyal Customer Base: Hotel Laki has cultivated a wider loyal customer base over the years. Repeat guests are a testament to the capability of the hotel to develop memorable and positive experiences (Khairawati, 2020). The loyalty of existing guests can significantly contribute to a steady flow of bookings and overall revenue.
Weaknesses:
Limited Menu Options: The Department of Food and Beverage at Hotel Laki provides a limited variety in its menu which can deter staying of guests for extended periods. This limitation may influence the ability of the hotel to serve guests with diverse dietary preferences and special requirements.
Declining Satisfaction of Customers: Recent reviews on platforms such as TripAdvisor and Google Reviews emphasise decreasing satisfaction of desired customers with the food and beverage services department. This can lead to negative word-of-mouth and a decline in bookings and revenue (Hattangadi, 2023).
Inefficiencies in Service: Some guests have also reported slow service and inefficiencies in the food and beverage department which can lead to frustration of the customers and potential loss of revenue due to customers ordering less or not returning.
Opportunities:
Menu Innovation: Hotel Laki has the opportunity to improve the satisfaction of customers and increase revenue by creating an innovative menu (Hattangadi, 2023). Providing diverse and seasonal options, serving to needs of dietary, and incorporating locally sourced and sustainable raw materials can attract a wider range of guests.
Training and Staffing Improvement: Improving the training of staff and ensuring sufficient staffing can address the inefficiencies of the services (Wessels, 2022). Efficient service can lead to increased satisfaction of the customers and repeat visits, ultimately boosting revenue.
Enhancement of Pricing Strategy: The hotel can review its strategies of pricing to ensure that they properly align with the quality of offerings and standards of the market (Hattangadi, 2023). Competitive pricing can positively influence the perception of the customers and their willingness to dine on-site.
Threats:
Negative Online Reviews: Negative reviews on platforms such as TripAdvisor and Google Reviews can damage the reputation of the hotel and discourage desired guests from booking. Reputation damage can lead to lower rates of occupancy as well.
Competition in the Area: Constanta, Romania is a popular destination for tourists with many hotels and resorts such as Hotel Megalos and Continental Forum Constanta (Gregoric, 2019). Hotel Laki faces intense competition from other establishments that provide similar amenities and services, making it very important to stand out (Oh et al, 2022).
Changing Preferences of Customers: The evolving preferences of customers mainly related to food can present a significant challenge. If the hotel does not adapt to evolving trends and dietary requirements, it may lose potential guests to other competitors.
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A TOWS analysis which is also known as a TOWS matrix is an important tool for turning weaknesses and threats into opportunities and strengths (Roy, 2021). In the case of Hotel Laki, this analysis will assist in strategically converting the recognised problems into potential solutions and future directions.
TOWS Analysis Table:
	
	Strengths (S)
	Weaknesses (W)
	Opportunities (O
	Threats (T)

	Solutions
	Leverage the scenic location of the hotel to improve the experience of dining and promote it as a unique point of selling.
	Address the limited options in the menu by implementing seasonal and wider offerings in the menu to serve wider customers (Campanaro et al, 2023).
	Utilise the loyal customer base to collect feedback and valuable insights for regular improvement and innovation (Budur and Poturak, 2021).
	Combat negative online reviews by actively addressing feedback from customers and enhancing services of food and beverage (Kinicki and Williams, 2020).

	
	Capitalize on high-quality amenities (S2) by offering package deals that include spa treatments, fitness centre access, and more in combination with dining experiences (Oltean and Gabor, 2020).
	Invest strategically in training staff and ensure sufficient staffing to enhance the efficiency of services and satisfaction of customers (Wessels, 2022).
	Optimise strategies of pricing to provide competitive rates that appeal to guests seeking value for money.
	Stay Competitive by regularly monitoring the offerings of competitors and adjusting services to stand apart in the market (Fuji and Ashida, 2020).

	
	
	
	Innovate the menu to involve locally sourced and sustainable raw materials and serve evolving preferences of dietary.
	Adapt to Changing Trends by staying ahead of the preferences and trends of customers in the industry of food and beverage (Du et al, 2020).



Effective solutions based on TOWS Analysis:
Leverage Scenic Location: The hotel Laki can strategically capitalise on its scenic location by offering outdoor dining experiences including beachside or seaside dinners. These unique dining opportunities can appeal to guests seeking memorable experiences. Furthermore, the hotel can partner with local suppliers of seafood to incorporate fresh, locally sourced raw materials into its menus that properly align with the natural beauty of the Black Sea coast.
Capitalise on High-Quality Amenities: To improve the experience of dining, the hotel Laki can provide package deals that involve access to its high-quality facilities along with experiences of dining. For example, guests can enjoy a spa treatment followed by a special dinner. This method adds more value to the stay of the guest and promotes the facilities of the hotel and the food and beverage department simultaneously (Anggiani et al, 2021).
Utilise Loyal Customer Base: The loyal customer base can play an important role in the improvement efforts of the hotel. The hotel can actively seek crucial feedback from these guests to better understand their preferences, and expectations, as well as areas for improvement. By including loyal guests in the planning of the menu and enhancements of the service, the hotel can strengthen its offerings (Khairawati, 2020).
Address Limited Menu Options: To overcome the challenge of limited options in the menu, Hotel Laki should mainly focus on innovation of the menu. It can introduce seasonal menus that feature local and sustainable ingredients that meet the diverse dietary requirements of its guests. Regularly updating the menu ensures variety and attracts different customer preferences (Koch et al, 2020).
Invest in Staff Training and Staffing: To tackle inefficiencies of service, the hotel must prioritise training of staff and ensure adequate levels of staffing. Efficient service leads to enhanced satisfaction of the customers and the likelihood of return visits (Wessels, 2022). Efficient service is very important in maximising revenue from the food and beverage department.
Optimise Pricing Strategies: By optimising strategies of pricing, the hotel can attract budget-conscious customers. Special promotions, discounts for combination packages, and happy hour deals can be introduced to improve the perception of the customers and foster on-site dining.
Combat Negative Online Reviews: The hotel should actively track and address negative online reviews, responding to crucial feedback with concrete actions for improvement (Poddubnaya and Shipilov, 2019). This proactive method can assist in reducing reputation damage and regain the trust of the customers.
Stay Competitive: Constantly tracking competitors and their providing enables the hotel to identify unique points of selling and differentiate itself. Adapting services involving the food and beverage department, in response to changing dynamics of the market and the preferences of the customer is important for long-term success.
Innovate the Menu: Innovation in the menu by incorporating locally sourced and sustainable raw materials can appeal to guests who prioritise the quality of the food and environmental responsibility. Staying in tune with evolving trends dietary and preferences can also widen the customer base (Koch et al, 2020).
Adapt to Changing Trends: In a rapidly changing industry, Hotel Laki must be proactive in deeply understanding and adapting to the evolving preferences of the customers and trends in the food and beverage industry. 
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Recommendations to Improve Customer Satisfaction and Address Issues in the Food and Beverage Department at Hotel Laki:
Consumer loyalty is fundamental in the accommodation business, and resolving the issues in the food and refreshment division is essential for Lodging Laki's prosperity. To conquer these difficulties, an exhaustive arrangement of suggestions is fundamental (Szentesi et al, 2021). These suggestions are intended to use the inn's assets, address its shortcomings, exploit open doors, and moderate dangers. Moreover, they incorporate a change the executives methodology and cost contemplations (Kinicki and Williams, 2020).
Menu Diversification and Innovation:
Opportunity (O): Hotel Laki can significantly enhance customer satisfaction by diversifying its menu and embracing innovative culinary practices (Alyahyan and Düştegör, 2020). A wider variety of dishes, including seasonal and locally sourced options, will cater to diverse guest preferences.
Implementation: Hotel Laki's implementation of menu diversification and innovation should begin with forging partnerships with local suppliers. Collaborating with these suppliers to source fresh and sustainable ingredients is crucial for offering high-quality dishes that resonate with environmentally conscious and health-conscious guests (Campanaro et al, 2023). This initiative not only supports the local community but also aligns with the global trend toward sustainable dining.
Change Management: Change management is an essential component of this process. Engaging both the kitchen and service staff in the menu innovation process is crucial to ensure a smooth transition. This engagement can involve brainstorming sessions, where employees have the opportunity to contribute ideas for new dishes (Cameron and Green, 2019). This preparing guarantees that the kitchen and administration groups are completely ready to respond to visitor requests and give proposals (Majeed et al, 2022).
Estimation of Accomplishment: The estimation of accomplishment ought to zero in on following visitor criticism and the prevalence of new menu things. Observing input permits Lodging Laki to ceaselessly refine its menu and administration in light of client inclinations and remarks (Fuji and Ashida, 2020). An expansion in this measurement can be an immediate sign of the progress of the drive, exhibiting that visitors are more fulfilled as well as able to spend more on their feasting encounters.
Staff Preparing and Proficient Assistance:
Opportunity (O): Guaranteeing that the staff is thoroughly prepared and that assistance is effective is fundamental for further developing consumer loyalty (Barusman et al, 2019). Fulfilled visitors are bound to return and leave positive surveys. 
Implementation: Implementing staff training and ensuring efficient service delivery is a pivotal opportunity for Hotel Laki to enhance customer satisfaction, encourage guest loyalty, and boost positive online reviews (Fernández-Reino and Rienzo, 2021). To seize this opportunity, a comprehensive training program must be developed, encompassing essential skills such as customer service, effective communication, and efficient service delivery (Wessels, 2022). Adequate staffing levels, especially during peak hours, are crucial to eliminating service inefficiencies and ensuring a seamless dining experience for guests.
Change Management: Change management strategies play a vital role in successfully implementing these improvements (YouGov, 2019). It's imperative to communicate the significance of training and efficient service to the staff, emphasizing their integral role in enhancing customer satisfaction and thereby contributing to the hotel's overall success. Regular training sessions should be conducted, providing staff with opportunities to practice and enhance their skills, and fostering a culture of continuous improvement and learning within the hotel (Alyahyan and Düştegör, 2020).
Measurement of Success: Measuring the success of these initiatives is essential. Following the normal time visitors spend in the eatery post-execution and contrasting it with pre-improvement information gives important bits of knowledge into the effectiveness of administration (Gerdt et al, 2019). Moreover, observing visitor fulfillment scores and criticism connected with administration quality offers an immediate impression of client encounters. Positive changes in these measurements demonstrate the viability of the staff preparing program and the upgrades in help productivity, eventually prompting elevated consumer loyalty and positive surveys (Ali et al, 2021).
Improved Input Component:
Opportunity (O): Executing a hearty criticism framework will empower Inn Laki to accumulate significant bits of knowledge from visitors, distinguish regions for development, and improve the general visitor experience.
Implementation: The execution of this open door includes a few key stages. To begin with, Inn Laki ought to make an easy to understand, computerized criticism stage that permits visitors to handily give remarks, ideas, and evaluations (Zhang et al, 2020). This stage ought to be open through different computerized channels, for example, a portable application or the lodging's site, making it helpful for visitors to share their criticism. To urge visitors to take an interest, the lodging can offer motivations, like limits on future stays or free conveniences, as a badge of appreciation for their significant information.
Change The board: In the change the board cycle, it is fundamental to illuminate visitors about the new criticism framework during the registration cycle and give clear guidelines on the most proficient method to utilize it (Cameron and Green, 2019). Moreover, front work area staff ought to be prepared to instruct visitors about the input stage and the motivations accessible, guaranteeing that all visitors know about this amazing chance to share their considerations.
Estimation of Accomplishment: Estimating the progress of this upgraded input system is pivotal. Inn Laki ought to intently screen the volume of input entries and their substance. Routinely investigating the criticism information permits the lodging to distinguish repeating issues or regions that require improvement expeditiously (Gao et al, 2019). In addition, the inn can survey upgrades in visitor fulfillment scores and track the quantity of recurrent guests as key execution pointers (Liu et al, 2020). An ascent in visitor fulfillment scores and an expansion in recurrent guests would demonstrate that the criticism component is compelling and that the inn's endeavors to upgrade the visitor experience are yielding positive outcomes.
Enhanced Estimating Methodologies:
Opportunity (O): Surveying estimating methodologies and offering serious rates will draw in economical clients while keeping up with benefit.
Implementation: Carrying out streamlined estimating procedures is essential for drawing in economical clients while guaranteeing the inn's productivity. To gain by this open door (O), Inn Laki ought to begin by leading an extensive market investigation. This examination will empower the lodging to adjust its estimating to the nature of contributions and industry guidelines, guaranteeing that rates stay cutthroat yet beneficial (Oltean and Gabor, 2020).
Change The board: Change the executives assumes a urgent part in this cycle. Successful correspondence with visitors about the new evaluating techniques is urgent, underscoring the worth of cash they will get. Visitors need to comprehend that they are getting a serious arrangement without settling on the nature of administrations offered (Anggiani et al, 2021). Preparing reservations and front work area staff to successfully impart these comprehensive bundles to visitors is fundamental in guaranteeing a consistent and positive client experience (Othman et al, 2020).
Estimation of Accomplishment: To quantify the outcome of these evaluating procedures, associations ought to consistently screen income and overall revenues. This continuous assessment guarantees that the valuing techniques are for sure adding to expanded pay and that the association remains monetarily solid. Besides, following the quantity of appointments that incorporate the exceptional comprehensive bundles gives important bits of knowledge into the allure and viability of these contributions.
Cost Considerations:
Cost Considerations for Hotel Laki's Improvement Recommendations:
Executing the prescribed systems to upgrade consumer loyalty and address issues in the food and refreshment division at Inn Laki will include different expenses (Hattangadi, 2023). Understanding these cost considerations is essential for effective budget planning and resource allocation. Here's an explanation of the cost considerations for each recommendation:
Menu Diversification and Innovation:
The cost of menu diversification depends on the pricing of new ingredients and the frequency of menu updates. Using fresh and locally sourced ingredients may initially be more expensive, but it can enhance the quality and uniqueness of dishes.
Thematic dining events may include costs for designing and printing special menus, creating promotional materials, and potentially hiring event staff. Marketing expenses are essential to promote these events and attract guests (Putri and Belgiawan, 2020).
Staff Training and Efficient Service:	
Training programs for staff involve costs related to hiring trainers or investing in in-house training resources. The cost may include trainer salaries, materials, and training software or tools (Wang et al, 2021).
Additional staffing to ensure efficient service may require budget allocation for increased wages, benefits, and recruitment efforts. Hiring more staff during peak hours or seasons can be costly but is crucial to eliminate service inefficiencies.
Enhanced Feedback Mechanism:
Developing a digital feedback platform involves costs related to software development, design, and maintenance. Investing in user-friendly and reliable feedback technology is essential for gathering valuable insights from guests (Gao et al, 2019).
Incentives offered to guests for participating in the feedback system, such as discounts on future stays or complimentary amenities, are also costs to consider (Liu et al, 2020). These incentives motivate guests to provide feedback and are an investment in continuous improvement.
Optimized Pricing Strategies:
Market investigation is fundamental to decide the intensity of evaluating systems. Expenses might incorporate statistical surveying administrations or programming to accumulate information on valuing patterns and client conduct (Al-Fraihat et al, 2020).
The advancement of complete bundles might include estimations to guarantee productivity while offering added benefit to visitors. It is vital to consider the expense of offering spa medicines, wellness focus access, or different conveniences in these bundles.
Consistent Observing of Contenders:
Statistical surveying to screen contenders and distinguish regions for development might include costs for information procurement and investigation instruments, cutthroat examination programming, and exploration memberships (Gerdt et al, 2019).
Travel costs might be important to visit contenders, experience their administrations firsthand, and evaluate their contributions. These expenses are vital for remaining informed about contenders' procedures.
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	PROBLEM
	SOLUTION
	DESIRED OUTCOME
	TIME SCALE
	COMPLETION DATE
	PLANNED BUDGET

	Dissatisfaction of customers in the Food and Beverage department
	Implement diversification and innovation of menus such as sourcing fresh and sustainable raw materials, updating of menu, and themed events of dining.
	Improved satisfaction of customers, increased bookings, and enhanced food and beverage sales.
	6 months
	15/04/2024
	£14,000

	The decline in satisfaction of guests due to inconsistent services and slow delivery of services.
	Implement training programs for staff and ensure sufficient staffing during peak hours.
	Efficient, friendly, and consistent services, leading to increased satisfaction of desired guests and repeat visits.
	4 months
	15/02/2024
	£10,000

	Limited mechanism of feedback hindering guest input and valuable insights (Liu et al, 2020).
	Develop a user-friendly digital platform for feedback and provide incentives to guests for effective feedback submission.
	A strong mechanism of feedback to capture valuable insights of guests and areas for improvement.
	3 months
	15/01/2024
	£8,000

	Inadequate strategies of pricing impacting budget-conscious guests.
	Optimise strategies of pricing through analysis of the market and provide package deals combining dining with high-quality amenities.
	Competitive pricing, attraction of budget-conscious customers, and an increase in booking numbers.
	4 months
	15/02/2024
	£7,000

	Negative online reviews impact the reputation of the hotel.
	Implement strategies for online reputation management with a committed team to respond to negative feedback professionally and promptly.
	Enhanced online reputation, reduced deterrence of potential customers, and a proactive approach to maintaining the concerns of guests. 
	3 months
	15/01/2024
	£6,000
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This report reasons that the issues looked by Inn Laki in its Division of food and Drink impact its general presentation, brand picture, and fulfillment of the ideal clients. The repercussions of these issues are expansive, influencing the capacity of the inn to speak to and hold wanted visitors, create benefits, and deal with a positive standing. The proposals framed in this examination offer a make way forward for Inn Laki to resolve these basic issues and work on the fulfillment of the ideal clients. By embracing broadening of the menu and development, the inn Laki can give visitors a more extensive cluster of culinary encounters, taking special care of more extensive inclinations and prerequisites of the dietary. Consolidating new, privately obtained, and reasonable unrefined substances works on the nature of food as well as appropriately lines up with the rising interest for dependable feasting experience. The introduction of themed dining events can add effective excitement and variety to the experience of the desired guests, developing a sense of anticipation and involvement. Efficient training of the staff and adequate staffing are also important components of ensuring that guests receive prompt, friendly, and consistent service as well as facilities. By investing strategically in the development of skills of the staff, Hotel Laki can notably enhance the overall experience of dining (Erath et al, 2020). 
Efficient service leads to more satisfied guests as well as foster repeat visits and offer word-of-mouth recommendations. The improved mechanism of feedback offers guests a channel to voice their concerns, suggestions, as well as compliments. By developing a user-friendly digital platform and providing incentives for participation, Hotel Laki can collect many valuable insights and involve desired guests in the regular improvement of its services and facilities. This initiative addresses concerns related to customers and encourages a sense of inclusivity and collaboration. Optimised strategies of pricing are important for attracting budget-conscious guests without compromising revenue. By conducting an analysis of the market and providing package deals that combine dining with high-quality facilities, the hotel can position itself as a choice driven by value while managing the viability of its finances. Furthermore, a proactive method to manage the online reputation is also critical to address the negative online reviews that influence the image of the hotel. By committing a team to respond professionally and promptly to feedback, Hotel Laki can demonstrate its dedication to the satisfaction of the guests and its willingness to address concerns, ultimately reducing the influence of negative reviews (Ștefănică and Butnaru, 2019). In implementing these recommendations, Hotel Laki will work towards a future where it leverages its core strengths, overcomes its main weaknesses, capitalises on various opportunities, and reduces threats. The desired outcomes involve increased satisfaction of the guests, higher rates of bookings, enhanced sales of food and beverage, and improved online reputation. These changes will lead to a stronger as well as more competitive position in the hospitality sector.
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