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[image: ]1.Executive summary
(www.theroyalclacton.co.uk), 
                    For the past few months, Manu’s Consultancy has been working with the The Royal Hotel to analyse the various financial and operational procedures of the facility. Using Fish Bone, Cascade Framework and KPI the consultant was able to identify areas of improvement and enhance the efficiency of the hotel's operations. The five main pillars: leadership, policies, resources, people, and systems (Wiles, 2021). 
Through an environmental scan, the consultant was able to identify the various factors that affect the operations of the hotel. The report also highlighted the key information that the company was able to provide to the hotel. This information helped the consultant in formulating a strategy to improve the customer service and maintenance department of the hotel. The manager of the Royal Hotel has undergone various changes over the past six months and is in strong collaboration with the consultant to create the best result (www.forbes.com).  There were various factors that affected the maintenance operations and the front desk of the hotel. Some of these include the poor financial performance of the hotel, high running costs, lack of communication and trained staff.  The objective of this consultancy strategy is to make the staff members more aware of the various aspects of the management's plan and implement them in a manner that will make them more motivated and contribute to the hotel's performance.
The consultant also suggested using the SWOT, PESTLE, and TOWS to identify the various challenges that the hotel faces. It said these tools can help the management identify areas of improvement where they can make the necessary changes. The report also noted that the standards implementation of investors around maintenance and staff training could help boost the hotel's sales and profitability. During the inspection, the consultant discovered that the hotel has no standard operating procedures. Although the general manager was aware of the issue, he said that he was still determined to implement it because it was the work of the previous manager.
The report will recommend new value and mission statement for the hotel:
The Mission Statement
To create a pleasant and memorable experience for each guest. 
Organisation values:
• Quality maintenance 
• Communication
• Client - Focused
• Innovation
• Fun
The consultant also suggested that the hotel establish a culture of continuous improvement and develop a training program for its employees. It should additionally regularly carry out an external and internal audit to monitor its operations.
The records of the hotel should also be regularly monitored to ensure that they are to comply with the requirements of the law. They should additionally ensure that the employees are following proper procedures and that the environment is safe and clean.
The hotel's facilities management is another issue that the hotel should address regularly. One of the main reasons why the hotel has a poor maintenance program is due to the retirement of its maintenance man. He reportedly doesn't care about providing the best possible service because he's already retired and doesn't want to continue working.
The report noted that the overworked maintenance man and another employee are contributing factors to the hotel's poor facilities management. It suggested that the hotel hire more staff members.
Another issue that the consultant identified was the lack of methods for collecting feedback from the customers. It was suggested that the hotel establish an online survey and a form of nonverbal feedback to gather opinions and views from its customers. The consultant suggested that the hotel create a housekeeping strategy that involves increasing the number of staff members per shift and developing a checklist that will help them meet the cleanliness and maintenance standards. They should also clean all surfaces, change the beds, and disinfect the electrical equipment to prevent the expense of diseases (Example Covid-19), (reviewproblog.shijigroup.com). 
The goal of the consultancy firm was to improve the morale of the hotel's employees and motivate them to work harder to implement the best service to its customers (Kanter, 2012).  This strategy should be implemented to boost the hotel's sales and improve its operations. 
The objective of this project is to help the hotel make a fresh start and improve its services.
The objective of the consultancy firm is to help the hotel establish a bold new start and improve its operations. Doing so will allow it to achieve high sales and profitability indexes (Elberse, 2013). 
2.What are the tasks for a consultancy report? 
According to McGhee (2003) & (www.climbtheladder.com). 
1. Gather information: Conduct research and interviews to collect data related to the project.

2. Analyse data: Interpret the information and identify patterns, trends, and insights.

3. Develop recommendations: Based on the analysis, formulate recommendations for the client.

4. Write the report: Organize and write the report, including an executive summary and clear conclusions.

5. Present the report: Deliver the report to the client and discuss the findings and recommendations.

Advantages: 
-A consultancy report can provide an unbiased, independent evaluation and analysis of an organization's operations and performance. 
-It can provide valuable insight into areas of the organization that may be inefficient or underperforming. 
-It can also provide recommendations for improvement and provide guidance for the organization to move in the right direction.

Disadvantages: 
-The cost of hiring a consultant can be expensive and may not be affordable for all organizations. 
-The consultant may not be familiar with the organization's culture, operations, or performance, which can lead to inaccurate or incomplete analysis. 
-The report may also be outdated or irrelevant, as the external consultant may not have access to the most up-to-date information or trends (www.slidemodel.com), 














3.Introduction
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(www.theroyalclacton.co.uk). 
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 (Googlemaps.com),                 
        The Royal Hotel in Clacton on Sea is a great place to stay when visiting the area. Located on the seafront, the hotel offers magnificent views of the beach and pier, creating an ideal atmosphere for a holiday, business travel or weekend away. The hotel offers a range of facilities, such as a restaurant, bar, and a heated swimming pool. The restaurant and bar are popular for their delicious Greek Mediterranean (The Big Fat Greek Restaurant) food and drinks, while the pool is perfect for cooling off during the summer months or the unique jacuzzi located in most of the rooms.  The rooms at the hotel are comfortable and well appointed, with a range of amenities such as tea and coffee making facilities, television, and free Wi-Fi, jacuzzi. All rooms are in-suite and come with personalized towels, soap, shampoo, and body lotion. There are also a range of activities and attractions in the surrounding area, such as golf courses, theme parks, and historical sites (www.theroyalclacto.co.uk).  The hotel also offers a variety of packages, ranging from romantic breaks to active getaways. The Royal Hotel in Clacton on Sea is an ideal place to stay for those looking for a relaxing break or an active holiday. With its great location and range of facilities, it offers everything you need for a great stay. But to all this great factors it needs to be added well trained front desk staff and a very good maintenance and cleanliness of the building and rooms. 
A consultancy report is a document produced by an external consultant or consulting firm that provides analysis and recommendations to an organization. It may be used to address a specific issue or need, or it may be used to provide an overall assessment of an organization's current situation (Hollander,2022).
As a consultant, there are several areas to focus on to improve the Royal Hotel in Clacton. Here are some suggestions:
Customer experience: First most important aspects of a hotel is the experience it provides to its customers. Focus on enhancing the guest experience by ensuring that the hotel is clean, well-maintained, and equipped with modern amenities.  Warm and welcoming atmosphere, staff to be friendly and helpful, and offering personalized services to guests (Homburg & Stock, 2018).
Marketing and branding: It are essential to have a strong brand image and a well-defined marketing strategy to attract customers. Conduct market research to understand the target audience and tailor the branding and marketing efforts accordingly. Utilize social media, email marketing, and other digital marketing channels to reach out to potential customers (Campbell, 2023). 

Revenue management: Optimize pricing strategies to maximize revenue while ensuring that prices remain competitive. Analysing demand patterns, using dynamic pricing tools, and offering attractive packages and promotions (Wang,2012). 
Facilities and amenities: Evaluate the current facilities and amenities offered by the hotel and identify areas for improvement. Add new amenities like a fitness centre, to attract guests looking for these features. Also, invest in upgrading existing facilities to ensure that they are modern and functional.
Sustainability: Implement environmentally friendly practices to attract eco-conscious guests. Is possible by reducing energy and water consumption, minimizing waste, and using eco-friendly materials and products throughout the hotel (Costa & Costa,2022).
By focusing on these areas, Royal Hotel's reputation can be improved and attract more guests, ultimately increasing revenue and profitability.

3.1 What are the Advantages for a good hotel management? 
1. Improved Customer Service: A good hotel management system can help improve customer service by providing faster and more efficient service. It can also help hotel to better understand customer preferences and needs, leading to increased customer satisfaction.
2. Increased Efficiency: A hotel management system can help streamline processes and automate mundane tasks, thus increasing the efficiency of operations. It can also help to reduce wait times for guests, leading to better customer experiences.
3. Improved Revenue Management: Hotel management systems can help hotels better track their revenue, leading to more accurate forecasts and better budgeting. It can also help hotel set pricing that better reflects the demand for their services, thus increasing their revenue (Wood, 2015). 

4. Enhanced Security: Hotel management systems can help improve security by providing better access control and monitoring of guests. It can also help track suspicious activity, thus reducing the risk of theft and fraud (Rutherford & O’Fallon,2007). 
5. Reduced Operational Costs: A good hotel management system can help reduce operational costs by automating manual processes and reducing labour costs. It can also help reduce the amount of energy and resources used, thus reducing the hotel’s environmental impact (Wood, 2015). 
According to Hayes, (2009), The hospitality industry is rapidly changing, with several trends emerging in terms of consumer preferences, technology, and competition. Companies must stay abreast of these changes to remain competitive. By understanding the current state of the industry, companies can position themselves strategically to capitalize on new opportunities and remain successful.

Consumer Preferences According to Sarma (2018). 
Consumer tastes and preferences in the hospitality industry have shifted significantly in recent years. Consumers have become strongly focused on convenience, sustainability, and affordability. As a result, there is a growing demand for online booking services, delivery options, and eco-friendly amenities. Additionally, consumers are seeking out more diverse dining and entertainment experiences.

Technology According to Vidal (2019), 
Technology is a major factor in the hospitality industry, with customers expecting a variety of online services and options. Mobile applications, online booking systems, and automated checkout systems are all becoming more and more common. Additionally, the use of artificial intelligence, machine learning, and voice recognition systems is increasing, allowing for more personalized and efficient customer service.



Competition According to Bahar, et.al., (2022)
The hospitality industry is highly competitive, with an increasing number of players entering the market. This has resulted in increased competition on prices, as well as an increase in the number and variety of services offered. Additionally, the industry is seeing a shift towards boutique-style hotels and restaurants, as well as the emergence of new trends such as pop-up restaurants and food trucks.

3.2 Strategic plan for hospitality industry.
1. Develop a comprehensive understanding of the hospitality industry: Research and analyse key trends and issues within the hospitality industry, such as customer service, technology, marketing, and cost control. Understand the competitive landscape, customer preferences, and regulatory requirements (hospitalityinsights.ehl.edu), 
2. Develop a customer-centric culture: Develop a customer-centric approach by creating a culture of customer-centricity and customer service excellence. Focus on providing an excellent customer experience that meets customer needs and expectations. Leverage technology and data to provide personalized service (Guido, et.al., 2015). 
3. Build a strong brand: Develop a strong brand identity that resonates with customers and conveys the values and mission of the hospitality business. Create a unique voice and point of view in the industry, and leverage marketing and social media to tell the story of the brand (Hollis, 2010). 
4. Invest in technology: Invest in technology to enhance operations, improve customer service, and increase efficiency. Develop a technology strategy that enables the business to stay ahead of the competition and meet customer needs.
5. Enhance operational efficiency: Implement best practices in operations to improve efficiency and reduce costs. Streamline processes, measure performance, and use data to make decisions (Guido, et.al, 2015). 
6. Develop a strong workforce: Recruit, develop, and retain the best talent in the hospitality industry. Invest in training and development to ensure that employees are well-equipped to deliver excellent customer service.
7. Develop a marketing strategy: Develop an effective marketing strategy to reach new customers and retain existing customers. Leverage digital and traditional marketing channels to promote the brand, products, and services.
8. Measure and monitor progress: Track and measure progress to ensure that the strategic plan is on track. Measure the effectiveness of initiatives, customer feedback, and customer satisfaction.
9. Monitor the competitive view: Monitor the competitive view to keep ahead of the competition. Analyse market trends and customer preferences to adjust the strategy as needed (Hollis,2010). 

4. SWOT Analysis for The Royal Hotel 
(www.cipd.co.uk), 
	Strengths 
	• Prime location in the heart of the city. 
• High quality service and amenities, with a wide range of luxurious rooms and suites. 
• Well-known and respected brand with a long history.
• Diverse range of dining and entertainment options. 
• Experienced and knowledgeable staff.

	Weaknesses
	• Competition from other hotels in the area. 
• High prices may deter some customers. 
•Limited advertising and promotion budget. 
• Lack of parking spaces
• Weather may affect the hotel
 

	Opportunities
	
• Expansion into new markets such as business travellers and family vacations. 
• Increased presence on social media and other digital platforms. 
• Cross-promotional opportunities with other businesses. 
• To create MICE events at the hotel restaurant and.
• Contributes to local economy


	Threats 
	• High staff turnover rates
•Limited staff trainings
• Outdated services and no renovation
• Increased profits
• Tax holidays
• Expansion and growth
• Growing competitors
• Changing consumer preferences and tastes. 
• Economic downturns that could lead to decreased consumer spending. 
• Increased competition from budget hotels.






5. PESTEL Analysis of The Royal Hotel
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(google/image) & (www.cipd.co.uk). 
Political: The Royal Hotel is based in a country with a stable political climate, meaning that the hotel and its operations are not exposed to any political risks. The local government also provides incentives for businesses and investment, which could benefit the hotel in the future.
Economic: The Royal Hotel is in a growing economy, which has helped to attract more customers and tourists to the area. The hotel is also able to benefit from a competitive exchange rate, providing guests with value for money.
Social: The Royal Hotel is in an area with a diverse and vibrant culture, which helps to attract a range of customers and visitors. The hotel also has a strong commitment to providing a positive customer experience, as well as a commitment to sustainability.
Technological: The Royal Hotel has adopted several modern technologies to improve its operations and customer experience. This includes online booking systems, virtual reality tours, and automated check-in and checkout.
Environmental: The Royal Hotel is committed to reducing its environmental impact and has implemented a range of sustainable practices. This includes reducing energy consumption, using renewable energy sources, and reducing waste.
Legal: The Royal Hotel is subject to a range of local and international laws and regulations. This includes employment laws, health and safety regulations, and rules relating to the sale and consumption of alcohol.

6. TOWS Analysis the Royal Hotel 

The TOWS analysis table helps The Royal Hotel identify strategies that leverage its strengths, mitigate its weaknesses, capitalize on opportunities, and minimize threats. By implementing the recommended strategies, The Royal Hotel can improve its overall performance and gain a competitive edge in the Clacton on Sea hospitality industry.
(Momin, 2021 & www.online.visual-paradigm.com). 
	SO 
Strengths/Opportunities 
Strategies (Maximize Strengths) 
	1. Implement customer service training programs to improve service quality.
2. Develop and implement a sustainability strategy to attract eco-conscious customers.
3. Develop a targeted marketing strategy to attract more staycation customers

	WO 
Weaknesses/ Opportunities 
Strategies (Overcome Weaknesses)
	1. Invest in staff training to improve service quality and reduce complaints.
2. Hire an external maintenance and cleaning company to improve the hotel's overall cleanliness and appearance.
3. Offer special promotions and discounts to attract more customers during off-season periods.

	ST 
Strengths/ Threats 
Strategies (Minimize Threats)
	1. Conduct a competitive analysis and develop a strategy to differentiate the hotel from its competitors.
2. Develop contingency plans to reduce costs and increase revenue during economic downturns.
3. Develop a targeted marketing strategy to attract customers during off-season periods.

	WT
Weaknesses/ Threats 
 Strategies (Mitigate Weaknesses and Threats)
	1. Offer competitive pricing and special promotions to attract customers away from competitors.
2. Diversify revenue streams by offering additional services such as event hosting or catering.
3. Partner with local businesses and attractions to offer packages that promote tourism during off-season periods.








8. Fish bone frame for The Royal Hotel
(www.managementconsulted.com, 2022) 
Problems: Poor customer service, maintenance, and cleanliness at The Royal Hotel
Cause
1. Unclear customer service standards
2. Untrained staff/ to old
3. Poor customer service policies
4. Old equipment
5. Lack of staff, training, and manager communication 
Effect
1. Unhappy customers
2. Low customer satisfaction
3. Negative reviews
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(www.tripadvisor.com) 
A customer service department is a division within a company that is responsible for interacting with customers and providing them with assistance, support, and answers to their questions. This department is typically responsible for handling customer inquiries, complaints, and feedback, as well as providing product and service information (Heppell, 2015). 
Advantages:

1. Enhances the customer experience: Offering customer service in a hotel industry allows customers to have their queries answered quickly and efficiently, leading to a better overall customer experience.
2. Improves customer loyalty: Consistent customer service helps to build customer loyalty, as customers feel they are being heard and taken care of.
3. Helps to increase sales: By providing customer service, hotels can identify customer needs and provide solutions that can lead to increased sales.
4. Enhances customer satisfaction: Providing customer service leads to increased customer satisfaction as customers feel that their needs are being met.
(www.yumpingo.com, 2021). 

Disadvantages:
(www.indeed.com, 2022). 
1. Costly: Providing customer service can be costly, as it requires staff, technology, and other resources.
2. Time consuming: Depending on the complexity of the customer’s query, providing customer service can be time consuming.
3. Lack of training: Without proper training, customer service staff may not be able to provide the best possible service.
4. Negative feedback: If customer service is not up to date, customers may take to social media to express their dissatisfaction (www.bbc.co.uk). 
Having a well-trained staff is essential for any hotel. A well-trained staff can ensure that guests have a positive experience and make a lasting impression. It is important for the staff to be able to anticipate and provide the guests with their needs. However, a an-trained staff:
1. Poor Service Quality: A poorly trained staff can lead to poor service quality, resulting in unhappy guests and potential loss of repeat customers.
2. Negative Reputation: Poorly trained staff can create a negative reputation for the hotel and lead to a drop in bookings.
3. Reduced Efficiency: Poorly trained staff can reduce the efficiency of the hotel, resulting in wasted time and resources.
4. Increased Costs: Poorly trained staff can lead to increased costs as mistakes are made and time is wasted.
5. Increased Liability: Poorly trained staff can also increase liability for the hotel as guests are not receiving the service that they expect and deserve.
The Royal Hotel suffers from a lack of experienced staff or training provided by the management ( Saini, 2014 & Patel, 2022). 

7.1 How the customer service department of The Royal hotel can be improved?
1. Develop an effective communication system: The customer service department of a hotel should strive to develop an effective communication system that allows for quick and efficient responses to customer inquiries. This includes having a dedicated phone line and email address, as well as a live chat feature to quickly answer questions (www.hotello.com). 
2. Trained customer service personnel: Ensuring that customer service personnel are well-trained and knowledgeable about the hotel’s services and policies is essential. Hotel staff should be trained on how to effectively handle customer problems and be able to answer any questions a customer may have (Saini, 2014). 
3. Utilize customer feedback: Collecting customer feedback is a great way to identify areas where the customer service department needs to improve. The feedback should be used to make changes and ensure that customer service issues are addressed quickly and efficiently.
4. Monitor customer service calls: It is important to monitor customer service calls to ensure that staff members are following the proper procedures. By monitoring calls, you can identify areas where customer service could be improved and take steps to make changes.
5. Offer personalized service: Offering personalized service is key to improving customer service. Taking the time to get to know customers, understand their needs, and provide them with the best possible service is the best way to ensure that customers have a positive experience (Patel,2022). 
6. Keep It Simple: Simplicity is key when it comes to customer service and support. Make sure your customers can easily understand your instructions and solutions
7. Follow Up: Following up with customers after providing a service or solution is essential to ensure customer satisfaction. Make sure to check in with customers to ensure that their issue was resolved and that they are happy with the service received (Zeithaml, et. al., 2010). 
8. The hotel must conduct an audit every 6 months regarding the customer service department and the facilities management team, and the processes related with this. However, after each audit the hotel must keep a good record and increase customer satisfaction. 
9. Be Responsive: Respond quickly to customer inquiries and issues and make sure to provide a timely solution. Showing customers that you are available and willing to help will show them that you are invested in their satisfaction.

Customer Feedback
(Goodman,2009)
The customer feedback has been negative overall. Surveys conducted by the company indicate that customers are not satisfied with the products and services offered. The customer satisfaction levels are not in line with industry standards and the company is not performing well in this area. 

Market Positioning
The company’s market position is strong. The company has a good brand image and is well-known in the industry. The company’s products and services are competitively priced, and the company is well-positioned to capture more of the market share (Chaffey, 2022). 

Employee Satisfaction
The company is facing challenges when it comes to employee satisfaction. Surveys conducted by the company indicate that employees are not satisfied with the company’s compensation and benefits packages. Additionally, employee morale is low and turnover rates are high. 

Recommendations
The following recommendations are provided to help improve the company’s performance and success:
• Increase compensation and benefits packages to improve employee satisfaction
• Implement employee recognition programs
• Develop a comprehensive marketing strategy to capture more of the market share
• Implement customer feedback surveys to identify areas for improvement 
• Utilize data analytics to better understand customer needs




8. Cleaning and maintenance department

According to Booty (2009), The purpose of the cleaning and maintenance department is to ensure that all areas of the hotel are kept clean and presentable for guests. This includes bedrooms, bathrooms, public areas, and other spaces. The cleaning department is typically staffed by a team of cleaners and supervisors. Cleaners are responsible for cleaning and sanitizing hotel rooms, bathrooms, and other areas. Supervisors are responsible for overseeing the work of the cleaners, ensuring that all areas are cleaned and sanitized properly, and that all cleaning products and supplies are used appropriately. The cleaning department typically follows a set of cleaning protocols and procedures. These may include specific instructions for cleaning each room or area, the use of specific cleaning products and supplies, and the disposal of waste and other materials. Supervisors ensure that all cleaners adhere to these protocols and procedures (www.hotelfriend.com, 2020). 
The Maintenance Department of a hotel is responsible for maintaining and repairing the building and its infrastructure, as well as keeping all its systems in working order. This includes plumbing, electrical, HVAC, carpentry, painting, and other general repairs. The maintenance department is also responsible for inspecting and testing equipment, as well as ensuring that all safety regulations are met (Olawale & Sun,2010). 
In Royal Situation cleaning department suffers a lack of employee turnover and an unexperimented staff or untrained staff, also the maintenance man is just one for the entire hotel and he is already retired, in conclusion he is not engaged any more.






9. Table/ structure problem vs. timeframe 
	Problem
	Recommendation
	Timeframe
	Responsible party

	Poor Customer service
	Conduct customer service training for all staff
	Within the first month
	HR department

	
	Implement a customer feedback system
	Within the first month
	Management team

	
	Hire additional staff to manage customer needs
	Within the first 3 months
	HR department

	Lack of a good maintenance and cleaning department
	Conduct a thorough assessment of maintenance needs
	Within the first month
	Maintenance manager

	
	Hire additional maintenance and cleaning staff as needed
	Within the first 3 months
	HR department

	
	Implement a preventive maintenance program
	Within the first 6 months
	Maintenance manager

	
	
	
	



10. Porter’s Five Forces is a framework developed by Michael Porter in 1979, which is used to analyse the competitive environment of a business and to identify the competitive forces that shape strategy and profitability. This framework is used to help businesses assess the competitive landscape in their industry, understand the dynamics between their competitors, and evaluate their competitive position.
(Magretta, 2012). 
Threat of New Entrants According to Dobbs, (2014), 
New entrants into the market can be a significant threat to an established business. The threat of new entrants is determined by the barriers to entry into the industry, such as the cost of entering the market and the availability of resources. If the barriers to entry are low and resources are abundant, then the threat of new entrants is high.
Advantages and disadvantages for the Threat of New Entrants in hospitality industry
Advantages:  
1. Increased competition: new entrants can bring more competition to the hospitality industry, which can help to drive down prices and improve services.
2. Greater innovation: new entrants can introduce innovative products and services, which can be beneficial for customers.
3. More choice: With new entrants, customers will have more options when it comes to finding the perfect hotel or restaurant (Porter, 2008). 
Disadvantages:
1. Increased costs: new entrants may require additional investments in infrastructure and marketing, which can increase overall costs.
2. Lower quality of service: new entrants may not have the same level of experience or training as established players, resulting in a lower quality of service.
3. Loss of loyalty: new entrants can lead to customers switching over, resulting in a loss of loyalty for existing players (Schweinsberg, et.al., 2022). 



Threat of Substitutes 
The threat of substitutes is determined by the opportunity of different products or services that can provide similar function as the product or service the business offers. If there are many substitutes, then the threat of second teams is high (Kasi,2017).

Bargaining Power of Suppliers 
The bargaining power of suppliers is identified by the total of suppliers, the availability of substitute inputs, and the relative size and strength of each supplier. If there are few suppliers and they are large and powerful, then the bargaining power of suppliers is high (Anastasiu, et. al., 2020). 

Bargaining Power of Buyers 
The bargaining power of buyers is created by the total of buyers, the availability of substitute products, and the relative size plus strength of each buyer. If there are few buyers and they are large and powerful, then the bargaining power of buyers is high (Cook, 2022). 

Rivalry Among Existing Competitors (www.statista.com, 2020). 
The rivalry among existing competitors is determined by the sum of competitors, the degree of variety among products or services, and the ability to answer fast to changes in the market. If there are many competitors, the products or services are not differentiated, and the competitors are able to respond fast to changes in the market, then the rivalry among existing competitors is high (Saleh & Al-Hakimi, 2022). 
· The Comfort Hotel Clacton-on-Sea: This hotel is in the same area as The Royal Hotel and offers similar amenities and services, making it a direct competitor.
· The Kingscliff Hotel: This hotel is also located in Clacton-on-Sea and offers luxury accommodations and high-end services, which could attract customers who are looking for a more upscale experience ((www.guestreservations.com). 
· The Premier Inn Clacton-On-Sea (North/Great Clacton): Premier Inn is a chain of budget-friendly hotels that offer clean and comfortable accommodations at affordable prices. This could make them a competitor for The Royal Hotel, particularly for customers who are looking for a more affordable option (www.premierinn.com), 
·  The Old Surgery: This is a small boutique hotel located in nearby Frinton-on-Sea, which offers a unique and personalized experience for customers who are looking for something different from the typical chain hotel experience (uk.hotels.com). 
· The Hotel Continental: This is another nearby hotel that offers luxury accommodations and high-end services, making it a direct competitor for The Royal Hotel.
Overall, The Royal Hotel from Clacton on Sea faces competition from hotels that offer similar amenities and services, as well as those that offer a different and unique experience for customers. It's important for The Royal Hotel to differentiate itself from its competitors by focusing on areas such as customer service, maintenance, and cleanliness, as well as offering unique experiences and services that set it apart from other hotels in the area

11. The Strategic Choice Cascade 
The model consists of three primary stages: Identification of Strategic Alternatives, Evaluation of Alternatives, and Selection of Strategy. At each stage, the company considers the various options and their associated benefits and disadvantages to arrive at the best possible decision. The goal is to identify the most appropriate course of action to achieve a desired outcome (www2.deloitte.com). The strategic choice cascade is a decision-making tool that can be used in the hospitality industry to help identify potential strategies and analyse their impacts on the business (Rozas-Vásquez, et.al. 2019). 
1. Identify the current state of customer service, maintenance, and cleaning at the hotel by conducting a thorough assessment of these departments. Gather feedback from guests, employees, and management to get a comprehensive view of the current situation (www.stories.hilton.com, 2020). 

2. Analyse the feedback and data collected to identify areas where improvements can be made. This could include improving response times for maintenance requests, enhancing the cleanliness of guest rooms and common areas, and enhancing the training of customer service staff (Ramos, et.al., 2020). 

3. Develop a plan to address the identified areas of improvement. This plan should be comprehensive and include specific goals, timelines, and metrics for success. It should also include strategies for communicating the changes to staff and guests, and for tracking progress over time.

4. Implement the plan, starting with the areas that will have the most significant impact on guest satisfaction and the hotel's reputation. This may involve hiring additional staff, investing in new cleaning equipment, or providing training and support for employees (SCHNEIDER & NORTHCRAFT 1999). 

5. Monitor progress and adjust as needed. Regularly assess the effectiveness of the strategies implemented and make changes where necessary to ensure that the hotel is meeting its goals.

6. Continuously gather feedback from guests, employees, and management to maintain a strong focus on improving customer service, maintenance, and cleaning. Use this feedback to inform ongoing improvements and to ensure that the hotel is meeting the evolving needs of its guests (www.apty.io,2020). 

12. KPI in a hotel
Key performance indicators (KPIs) used by hotels to measure their performance. It outlines the main KPIs used in the industry, the reasons why they are important, and the ways in which hotels can use them to monitor and improve their performance (Parmenter, 2015). 
1. Housekeeping efficiency: A KPI that measures the time it takes for housekeeping staff to clean and prepare guest rooms for new arrivals. This metric is important for ensuring that guests have a positive and comfortable experience during their stay (Gupta & Zeithaml, 2006).
2. Maintenance response time: A KPI that measures the time it takes for maintenance staff to respond to and resolve guest requests for repairs or maintenance issues. This metric is important for ensuring that guest rooms and common areas are well-maintained and in good condition (Martin, 2019). 
3. Food and beverage revenue: A KPI that measures the amount of revenue generated by the hotel's food and beverage operations, including restaurants, bars, and room service. This metric is important for evaluating the hotel's profitability and potential for upselling to guests.
4. Direct booking rate: A KPI that measures the percentage of bookings that are made directly through The Royal Hotel's website or reservation system, rather than through third-party booking sites. This metric is important for evaluating the effectiveness of the hotel's marketing and direct booking strategies.
5. Online review ratings: A KPI that measures the hotel's average rating on popular online review sites, such as TripAdvisor or Yelp. This metric is important for evaluating the hotel's reputation and guest satisfaction levels, as well as for identifying areas for improvement in guest experience and service (Kandampully  & Suhartanto,2003). 
12.1 Price matching
The hospitality industry is highly competitive, and having a dynamic pricing system in place can be a great asset. A pricing matching allows hospitality providers to adjust their prices quickly and accurately in response to changing demand and market conditions, maximizing profits while remaining competitive. It also allows them to better track pricing trends and adjust their strategies accordingly. As such, a pricing match can be a valuable tool for the hospitality industry (www.travellifemedia.com). 
· The Royal Hotel offers a price matching guarantee to ensure that guests get the best possible rate when booking their stay. 
· If a guest finds a lower rate for same room range and dates on another website, The Royal Hotel will fix the price and offer an additional 10% discount.
· The price matching guarantee applies to rates found within 24 hours of booking on The Royal Hotel's own website or through an authorized third-party booking site.
· To take advantage of the price matching guarantee, guests must provide evidence of the lower rate, such as a screenshot or a link to the website where the rate was found.
· The Royal Hotel's price matching guarantee is subject to terms and conditions, including restrictions on the types of rates that are eligible for matching and the availability of rooms.
· The price matching guarantee is part of The Royal Hotel's commitment to providing guests with the best possible value for their money and ensuring that they have a positive and memorable experience during their stay.
(www.ons.gov.uk). 



13. Action Plan 
The rates used in this table are based on industry standards. According to a study by Consultancy.uk, management consultants in the UK charge an average hourly rate of £150 to £400, depending on the type of consulting services provided Consultancy.uk, "Consultancy Fees and Pricing Models for Consultants," 2022 (Blackbyrn, 2022). For The Royal Hotel case the consultancy costs and time are as followed:
	Service
	Description
	Solution
	Desire outcome
	Hours
	Money/h
	Final
cost

	Initial investigation
	Research on The Royal Hotel's problems and needs
	Using different consultancy framework, we create a strong report to understand that the hotel suffers because it has poor customer service and maintenance and cleaning department 
	To be able to conduct the study and to find the solution 
	20 h
	£150/h
	£3.000

	Site visit
	On-site assessment of the hotel's operations
	Employee feedback, customer feedback and manager thoughts 
	Generate an action plan to start the recovery of the company 
	10 h 
	£200/h
	£2.000

	Intern feedback visit
	Meeting with hotel management to discuss progress
	Taking in consideration all the above, the consultant needs to keep strong relation with the manager during the process
	Create a team, involve the employee and the management, create a team
	5h 
	£250/h
	£1.250

	Final visit
	Final review and recommendations for improvement
	All the final findings, solutions and recommendations are discuss with the manager, he will be able to apply them and to solve them in the next 12 months 
	
	10 h
	£250/h
	£2.500

	Total 
	
	
	
	40 h 
	
	£8.750














14. Conclusion
[image: ]
(www.theroyalclacton.co.uk), 
                   After conducting an consultancy report analysis for The Royal Hotel's operations and performance, there are significant opportunities for improvement in the areas of customer service, maintenance, and feedback management. By implementing the recommendations outlined in this report, The Royal Hotel can position itself for future success and increase its revenue potential.
One of the key findings of this report is that customer satisfaction is a critical driver of success in the hospitality industry. By improving the quality of service and attention to detail provided to guests, The Royal Hotel can enhance the overall guest experience and increase the likelihood of positive reviews and repeat business. This can be achieved through targeted training and development programs for staff, as well as the implementation of technology-enabled solutions to streamline service delivery and improve communication with guests.
Another area of focus for The Royal Hotel should be on maintenance and cleaning, which are essential components of ensuring that guests feel comfortable and safe during their stay. By implementing a more proactive approach to maintenance and cleaning, The Royal Hotel can minimize downtime due to maintenance issues and reduce the risk of negative feedback from guests.
Finally, the management of feedback is critical for ensuring that The Royal Hotel can respond to guest concerns and feedback in a timely and effective manner. By implementing a structured feedback management system, The Royal Hotel can capture and respond to guest feedback in a more efficient and effective manner, ultimately improving guest satisfaction and loyalty (Verhoef, et.al., 2009).
Overall, the recommendations outlined in this report offer a roadmap for The Royal Hotel to improve its performance and increase its revenue potential. By taking a proactive approach to addressing customer service, maintenance, and feedback management, The Royal Hotel can position itself as a leader in the hospitality industry and attract more guests to its property in Clacton-on-Sea.
[image: ]
(www.ldn-lb.org), 
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@®0000
Hotels are surely meant for a good nights sleep?

“I'am writing this at 05:44 wide awake from the hotel,, we started the evening rather quietly but then
again we did go out for dinner, on our return we retired to our rather overpriced top Ifloor rear
facing room, oppisite a group of young adults who sounded like they were on a club 18-30; reunion.
they partied hard and loud, also filled the evening up with spontanious violent internal fighting,
accompanied by our regular 15 minute knock on the door when answered met with a tirade of
drunken abuse, gladly knowing | would have the full support of the hotel staff,,.....,, | rang 25 times
and not answered once,, the final blow ,,(i hope) was a fire alarm going off presumably not a fire as
im still in my room,

so not being sure whlo to call i have decided to ask for local help via tripadvisor,, can someone
local look outside and tell us if the building is on fire so i can decide whether to fight my way
through the drunken louts abusing everyone on the landing to escape,, or i could take the window,
as the view really does nothing for me, | have attached a photo, | wasn't expecting to be watching
herds of willderbeast but the entire guts of the air conditioning system.

1 will post an update as soon as | receive a response and a copy their plan to resolve the issues”
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@®0000
Never ever again

“I was booked in this hotel by my business. When | arrived the hotel was empty and nobody on
reception. | pressed the "ring" door bell and a guy answered saying they are not taking bookings.
This was 8pm. | sat and Waited for another 20 minutes for someone to arrive. The room is freezing
and cheap filled with cheap things to make it look worth the £72 price tag. If | brought my wife here
she would divorce me. Please dont believe the pictures of their best room they post online. It's a
nicely decorated B&B. The bathroom smells like a sewer and | turned on the extractor fan but still
stinks. This is meant to be a dutchess room with dressing gown and luxury touches but there is none
of that. It's a budget place the government would put someone on release from prison. Badly
designed and poorly decorated. It feels like a bad B&B in Blackpool. If your coming here book a
chain hotel. Not this poor excuse for a luxury hotel and they must know the man who give out the
stars.... Lol. I'm in bed right now shivering trying to keep warm. Not good. | work long and hard days
and the hotels | stay in is really important to me. | need a good night's sleep. The duvet is hallow
fibre and | hope | sleep well. The safe in the cupboard is on its side and not bolted to the floor. Lol. |
was expecting Ant and Dec to jump out of a wardrobe telling me this was a wind up. I'm not a snob, |
just expect value for money and this is taking the piss. | would be ashamed to own and manage this
poor excuse for a hotel. | dont leave reviews often and | stay in hotels Mondays to Friday every
week. | feel customers should know what they are getting for their hard earned money. We work too
hard to be let down like this and if | can warn potential customers of this hotel | feel | have a duty to
do so. Looking at the pictures you would think all the rooms are amazing. Severe let down. A
premier Inn is a better option. | paid £72 for thi "
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DONT WASTE YOUR MONEY!!!

“DONT WASTE YOUR MONEY!!

Booked the bridle suit for me and my husband to be as a surprise for the night of our wedding, rang
2 weeks prior to let them know we would be there till after the wedding which was fine. Arrived at the
hotel after the wedding in my wedding dress in the rain for no one to open the door which resulted
us having to call a taxi to take us home. The refund was a struggle to get back and they had no
remorse over the upset they caused on my wedding day. | have emailed twice with a complaint and
no one can be bothered to email back!!”

Read less a
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