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[bookmark: _Toc190524985]1. Executive Summary
[bookmark: _Toc190524986]1.1 Problem Statement 
The key problem experienced by TUI Blue Sensatori Atlantica Aphrodite Hills Hotel is related to hygiene maintenance and food safety issues which results in reputation damage and increase of the operational risks. The report of Nypost has indicated that 24% of guests have faced gastric illness such as severe vomiting, stomach cramps and diarrhoea issues after consuming food that are fully undercooked. As guests often complain about the service of the hotel as staff of this hotel does not maintain proper hygiene standards results in negative online reviews across platforms such as TripAdvisor, Google Reviews and Trustpilot. Therefore, this reputational damage has placed the hotel at a competitive disadvantage in the Cyprus luxury hotel market. Apart from that, the report has also specified that TUI Blue Sensatori experiences a decline in consumer trust, reduction of booking as well as the potential legal consequences due to a non-compliance with food safety regulations. 
[bookmark: _Toc190524987]1.2 Key Findings  
Findings from the STEEPLED have identified that around 99.39% of Cyprus populations have clear access to sanitation, however the hotel's failure to maintain the hygiene standards has led to foodborne illnesses. Moreover, key findings have specified that the technological advancement in Cyprus digital health sector is projected to grow around 8.21% by 2029 that offer solutions for food safety management. Apart from that, the economic trends indicate a decline in inflation rate that is approximately 2.03% through 2029 which can support revenue growth of the hotel with 283.3k expected visitors. The TOWS results have revealed that leveraging brand reputation and investing in hygiene training have become pivotal to rebuild consumer trust. Accordingly, adopting sustainable food sourcing and strict quality controls can mitigate reputational damage. The strategic partnerships with local suppliers can enhance the operational efficiency along with restoring TUI’s premium status in the hospitality sector of Cyprus effectively.   
The findings of SOAR have mentioned that TUI Blue Sensatori Atlantica Aphrodite Hills Hotel can benefit from strong brand reputation, high end service quality and diverse pricing strategies that enhances consumer reach. Besides, the opportunity lies towards expanding target audiences adopting sustainable initiatives along with leveraging innovation. Considering CSR engagement and ethical leadership can drive higher guest satisfaction and positive brand perceptions of the hotel in the Cyprus hospitality market.  
[bookmark: _Toc190524988]1.3 Analysis of Findings 
The STEEPLED analysis has revealed that increasing health consciousness among consumer’s demands in Cyprus can enhance food safety measures of the hospitality sector in a valuable way. However, TUI Blue Sensatori Atlantica Aphrodite Hills Hotel has failed to maintain the hygiene standards which lead to the reputational damage. Apart from that, the economic stability as well as rise of tourism provides opportunities for business growth, while technological advancement in digital health and food safety could enhance service quality of the hotel. The SOAR analysis has underscored the hotel’s strong brand reputation and diverse pricing strategies as key strengths; however, the recent food safety concerns have negatively impacted guest satisfaction. Besides, the opportunities exist in expanding the eco-friendly practices and improving leadership ethics to restore credibility. Apart from that, TOWS analysis has suggested that leveraging technological innovations and sustainability are valuable approaches to address weaknesses such as inadequate hygiene controls. 
[bookmark: _Toc190524989]1.4 Recommendations
The report has specified that it is necessary for TUI Blue Sensatori Atlantica Aphrodite Hills Hotel to improve the overall efficiency of the company while maintaining hygiene practices. TUI Blue Sensatori Atlantica Aphrodite Hills Hotel needs to adopt effective hygiene and food safety measures to ensure the safety of its customers. The organisation needs to consider the Hazard Analysis and Critical Control Points (HACCP) framework in order to become globally recognised in the food sector. It is also required that the hotel can develop a customer-centric approach to improve its brand recognition in the market. The report has highlighted that the hotel needs to make essential improvements in its cooking practices like using fresh raw materials. Providing training facilities for the upskilling workforce is also needed as it can increase the productivity of the employees. Improvement in the supply chain management of TUI Blue Sensatori Atlantica Aphrodite Hills Hotel is needed in order to ensure smooth functioning of the entire logistics of the hotel. In order to obtain so, the hotel is required to ensure an effective warehouse optimisation process. The report has also identified that TUI Blue Sensatori Atlantica Aphrodite Hills Hotel needs to develop an effective crisis communication plan. For example, effective collaboration, participation and communication among employees needs to be encouraged by the hotel to obtain the above requirement.
[bookmark: _Toc190524990]1.5 Conclusion 
The consultancy report concludes that TUI Blue Sensatori Atlantica Aphrodite Hills Hotel faces significant issues due to hygiene and food safety issues that lead to reputational damage. Besides, the analysis highlights the necessity of adopting structured frameworks such as STEEPLED, SOARS and TOWS to identify weaknesses and develop strategic solutions. Key recommendations include adoption of the HACCP based food safety system, improving staff training to mitigate health risks. Along with that, the adoption of proactive customer centric reputation management strategies such as AI powered sentiment analysis and crisis response measures is crucial for restoring consumer trust. Apart from that, the hotel can enhance its operational efficiency and regain its competitive position in Cyprus luxury hospitality sector through following sustainable sourcing and ethical leadership.  
[bookmark: _Toc190524991]2. Introduction 
[bookmark: _Toc190524992]2.1 Brief background of the Hotel, age, location, room size
TUI Blue Sensatori Atlantica Aphrodite Hills Hotel is well-known as a luxurious five-star resort which is in Kouklia, Cyprus. The hotel is the part of the renowned TUI Blue Sensatori Brand which focuses on upscaling travellers, offering premium services and all the inclusive experiences (Tui, 2025). The hotel is mainly situated in Cyprus and positioned itself as a prime destination for both leisure and event-based tourism that particularly attracts the wedding parties, business travellers and holidaymakers. Moreover, the hotel consists of around 290 rooms and suites, that are mainly designed for providing a blend of comfort and elegance (Firstchoice, 2024). The hotel has a wide range of deluxe rooms and premium suites such as private pools and garden spaces that attracts or fulfils the needs of high-end guests. The hotel was established in 2015 with key features such as multiple fine-dining restaurants that offer international as well as Mediterranean cuisine, a full-service spa and a world-class golf course (Facebook, 2024). As a major player in the Cyprus hospitality industry, the hotel contributes significantly to the region's tourism sector. However, the hotel has recently experienced serious issues related to hygiene and food safety control that raises concerns about its operational standards and management.   
[image: ]
Figure 1: TUI Blue Sensatori Atlantica Aphrodite Hills Hotel view 
(Source: Tui, 2025)
[bookmark: _heading=h.b6ztll99y100][bookmark: _Toc190524993]2.2 Brief background of the Consultancy Firm
The Service Sense is recognised as a reputed consultancy firm that aims to provide a welcoming and comfortable experience for guests by managing various aspects such as food and beverage services, customer interaction and hospitality establishment. The company has a mission to ensure a positive and memorable stay for clients across resorts, hotel by delivering exceptional customer service in the hospitality industry. Service Sense has been considered as a consultancy firm to reflect on the issue of food hygiene maintenance and food quality that faced by TUI Blue Sensatori Atlantica Aphrodite Hills Hotel in Cyprus.  
[bookmark: _Toc190524994]2.3 Issues or problems faced by the Hotel in Cyprus
Currently, TUI Blue Sensatori Atlantica Aphrodite Hills Hotel has suffered from the inadequate hygiene practices, particularly in relation to food safety. As evidence, nearly 24% of guests have mentioned that they experienced the symptoms of diarrhoea, vomiting and fevers after staying at the hotel (Nypost, 2024). Therefore, multiple guests who attend a wedding at TUI Blue Sensatori are suffering from gastric illness after consuming food at the venue. The key symptoms included severe vomiting, diarrhoea as well as stomach cramps that indicated a potential outbreak of food poisoning. It has happened due to preservation of left uncovered food at the buffet and after day by day dishes being served repeatedly this shows lack of personalised menu options. This has also happened because of the lack of maintenance as guests accused the hotel of servicing undercooked food and failing to maintain proper hygiene standards in food preparation (Nypost, 2024). Apart from that, this issue has had severe reputational damage for the hotel as negative reviews have surfaced across online platforms such as Trustpilot, Google Reviews and TripAdvisor. As evidence, one of the visitors mentioned about the poor hygiene and food quality after visiting with his wife that leads to serious consequences for the hotel (Tripadvisor, 2024). Hence, it can be stated that guests have expressed dissatisfaction with lack of prompt responses from the hotel management regarding the health complaints. 
The rise of competition in Cyprus’s luxury hotel industry has directly placed additional pressure on the hotel and on its management. As evidence, competitors such as “Columbia Beach Resort” and the “Four Seasons Limassol” have maintained hygiene standards through constant positive reviews that makes those hotels more attractive for high-end travellers (Tripadvisor, 2024). In this regard, the hotel requires an urgent and corrective action; otherwise, it will lose its market shares, particularly among international guests.                   
[bookmark: _Toc190524995]2.4 Intention to use frameworks
The consultancy report has intended to incorporate structured business analytical frameworks such as STEEPLED, SOAR and TOWS analysis for identifying the operational hurdles of the hotel as well as recommend strategic improvements. The STEEPLED analysis has been applied towards examining the external environmental factors of Cyprus that affect the hotel such as regulatory, economic and technological aspects. Apart from that, the SOAR analysis has been contemplated in order to evaluate the hotel’s strengths and its opportunities for mitigating the consequences. Besides, TOWS matrix has been applied for developing actionable strategies to mitigate complexities faced by TUI Blue Sensatori Atlantica Aphrodite Hills Hotel in Cyprus. In terms of adopting these frameworks, the report can provide a data-driven approach to improve food safety as well as the guest’s satisfaction level to ensure long-term business growth. 
[bookmark: _Toc190524996]3. Analysis
[bookmark: _Toc190524997]3.1 STEEPLED Analysis
	Factor
	Description
	Impact

	Social 
	· The consumers of Cyprus are increasingly aware about the ethically and locally sourced food (Statista, 2025a). This indicates their consciousness for the health and environmental impact of food production.
· The total population in Cyprus has the basic access to sanitation amounting to 99.39% as of 2025 (Statista, 2025b). 
	The increasing awareness and access to health and hygiene facilities can be a significant opportunity. However, the failure to meet the safety standards can create negative experiences for guests impacting the reputation of the hotel. 

	Technological
	· The food market of Cyprus is expected to reach a market volume of 2694 US dollars by 2025 (Statista, 2025c). The increasing market volume creates opportunities for significant food technologies. 
· The digital health market of Cyprus is expected to grow at the rate of 8.21% and reach a market volume of 70.18 million US dollars by the end of 2029 (Statista, 2025d). This indicates the increase in technological food and health management systems. 
	The technological advancements of the country create significant opportunities for the hotel to implement advanced food and health technologies showcasing their commitment towards the safety and health of the customers. 

	Economical 
	· There has been a significant decrease in the inflation rate of Cyprus between 2024 to 2029 at the rate of 0.2%. Inflation is anticipated to be recorded as 2.03% in 2029 (Neill, 2024). 
· The tourism industry of Cyprus is anticipated to determine an increase in revenue which can go up to 172.50 million US dollars by 2025 (Statista, 2025e). Furthermore, the number of hotel users is expected to reach 283.30k customers.
	Economic fluctuations and downturns can disrupt businesses in the country. However, the predictive analysis indicates a significant decrease in inflation and an increase in the tourism industry which can have a positive impact on the hotels

	Environmental
	· The food market such as vegetables in Cyprus is influenced by locally produced food this is due to the Government support of sustainable practices underscoring the rise of eco-consciousness among the Cyprus population (Statista, 2025g) 
	The adoption of Sustainable practices can effectively align with the preferences of the consumer underscoring the environmentally conscious travellers and attracting them towards the hotel

	Political
	· Cyprus has been ranked 52 among 180 countries based on corruption perception index. This underscores a significant decline from the previous year dropping down by four places (GOV UK, 2022). 
· The rate of political stability in Cyprus is 0.41 which is relatively stable (Global Economy, 2024)
	The political condition of the country directly influences the business therefore it is necessary to comply with relevant guidelines minimising the chances of any business disruption. 

	Legal
	· In Cyprus, food and safety is implemented with respect to the European legislation and framework. This is to ensure the health of the population and the environment, the European commission's general for health and food safety (MOH, 2025). 
· Government laws such as the unpaired trading practices in the agriculture and food supply chain law aims to address unfair practices denoting fair treatment throughout the food supply chain; it is important for businesses to align with the regulations ensuring food safety and hygiene (MOA, 2022).
	The failure to comply with the legal guidelines of the country like food safety can result in negative implications and financial penalties to the hotel. 

	Ethical
	· The Cyprus Food Safety Authority Establishment law of 2024 focuses on the dedicated safety of food in Cyprus enhancing the safety measures preventing oversight (CCCI, 2025)
	The hotel needs to meet the ethical obligation in order to maintain the safety and wellbeing of their customers. 

	Demographic
	· The main towns of Cyprus such as Lefkosia and Pafos attract significant travellers (EU, 2023). 
· The current population of Cyprus is 1366034 which is 0.2% equivalent to the world’s population (Worldometer, 2025). 
	The increasing population of the country can help in developing a strong workforce which is skilled and trained to meet the diverse expectations of the customers.


Table 1: STEEPLED Analysis
(Source: Developed by the Author) 
The Steepled analysis outlines the external environment of TUI Blue Sensatori Atlantica Aphrodite Hills Hotel in Kouklia, Cyprus. The factors present significant opportunities for the hotel to scale growth through strategic approach. However, the hotel fails to meet the safety and hygiene practices which negatively impacts the guest resulting in gastric illness (Vij, 2024). The lack of adherence to ethical guidelines such as the Cyprus Food Safety Authority Establishment law of 2024 impacted the reputation of the hotel. The significant rise in the E-Commerce platforms and sustainable consumption influences the consumers in Cyprus demanding for personalised experiences and technological advancements (Statista, 2025f). This calls for personalised menus to reduce the repetition of food items underscoring increased awareness of food safety. Moreover, the failure to meet the environmental and social factors underscoring increasing awareness of food safety and hygiene resulted in the decline of guest trust and satisfaction (Singallen, 2024). Thus, it is necessary to enhance staff training and conduct regular inspections to overcome the challenge faced by the hotel. 
[bookmark: _Toc190524998]3.2 SOAR Analysis
The application of the SOAR analysis aids in the development of the forthcoming organisational goals, based on the present resources and their potential results. On the other hand, the application of SOAR analysis allows the further integration of innovation and creativity for improving organisational results (Kamkankaew, 2023). Therefore, for developing the tactical approaches and organisational performance of the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel, the utilisation of the SOAR Analysis is significantly important.



	Strengths
	Opportunities 
	Aspirations 
	Results 

	Extensive brand reputation and consumer reach (Atlantica, 2025)
	Implementing advanced personalised menu and accurate food safety management systems 
	Industry leadership through adherence to food safety and hygiene in specific regions 
	Higher guest satisfaction levels 

	High-end service quality and hotel facilities for the consumers (Chou et al., 2024)
	Application of sustainable measures within the properties to gain health-conscious consumers (Pahari et al., 2024)
	Increased innovation in personalised menu can help through trusted reputation-building resource utilisation (Camanzi et al., 2024)
	Prevalence of positive brand image and brand perception 

	Community engagement initiatives by underscoring food safety needs 
	Gaining significant information relating to the changes in consumer behaviour and food preferences towards luxury resorts 
	Expansion of community engagement for improving the already established food safety and hygiene standards (Batu et al., 2024)
	Leading to greater community engagement and associating a greater positive effect on the local levels 


Table 2: SOAR Analysis 
(Source: Developed by Author)
[bookmark: _heading=h.1ksv4uv]Strengths
The significant brand reputation of the TUI Blue Sensatori Atlantica Aphrodite Hills has increased the brand reach and brand perception amongst consumers. On the other hand, the amenities of the hotels, with services and facilities, such as the personalised menu, beach and the pool, offer its audience leisure and wellness (Kalgi and Hire, 2024). For instance, the TUI Blue Sensatori Atlantica Aphrodite Hills has been noted to provide a variety of sports and entertainment facilities such as tennis, golf, and cycling (Atlantica, 2025). Additionally, the accommodation as well as personalised menu for the hotel is varied, from medium range to high range prices. 
[bookmark: _heading=h.44sinio]Opportunities
Targeting new people, through the creation of a hotel with lesser amenities can attract moderate to budget-friendly audiences. The addition of hygienic personalised menus such as a clean cooking structure and a supply of high-quality food resources will help in addressing dietary change needs of (Streimikiene et al. 2021). On the other hand, by partnering with local organic food resource supplier organisations and hotels, the TUI Blue Sensatori Atlantica Aphrodite Hills can gain a greater extent of information regarding the changing food preferences of consumers.
[bookmark: _heading=h.2jxsxqh]Aspirations
Due to the decline in the brand image of the hotel with the incidence of tourists falling ill with diarrhoea, the company needs to be exponentially strict in terms of hotel ethics and service. Hotels can keep a check on the quality assurance and hygiene results within the personalised menu (Ahmed et al. 2021). On the other hand, the hotel can effectively include sustainable resources within its supply chain, such as the implementation of fair labour activities and food resourcing materials from ethically sound suppliers. TUI Blue Sensatori Atlantica Aphrodite Hills Hotel can improve its existing CSR goals with increased communication and provision of initiatives for the local communities. 
[bookmark: _heading=h.z337ya]Results 
This company can improve the rate of customer satisfaction by addressing the issues related to food service management and the quality of personalised menu. Once there is the attainment of a higher food service quality, the prevalence of a positive brand image can aid a company in increasing its forthcoming revenue (Ahmed et al. 2023). On the other hand, the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel can lead to a greater positive association with the community by establishing partnerships and communication initiatives towards social service. 
[bookmark: _Toc190524999]3.3 TOWS Analysis
The application of TOWS analysis helps in addressing the strategic management in a firm, by the recognition of the pros and the cons in the organisation, followed by the strategic development of the firm. On the other hand, the usage of the TOWS analysis allows organisations to effectively implement and allocate their resources in an optimised manner, for increasing their work efficiency (Salazar Rodriguez, 2024). Hence, for TUI Blue Sensatori Atlantica Aphrodite Hills Hotel, the usage of the organisational framework would cause a streamlined and constructive strategic management performance.
	
	Strengths (S)
	Weaknesses (W)

	Opportunities (O)
Improved health and safety standards with transparent communication 
Implementing stricter food hygiene protocols within personalised menu can help to re-establish the brand's reputation 

	SO Strategies 
· Leveraging a strong presence of the brand to regain the organisational trust by promoting enhanced safety protocol is hereby required (Louro, 2024)
· Implementing a strong comprehensive policy with new health and safety protocol can ensure a high-quality guest experience 
	WO Strategies 
· It is required for the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel to invest more in personalised menu, staff training to address the food safety issues consciously to prevent an unwanted health crisis in future 
· It is also needed improved crisis management strategies to develop a transparent policy of communication to provide real support to the guests (Liu-Lastres et al., 2024)

	Threats (T)
Negative media coverage can cause negative media coverage 
Financial and legal liabilities can happen to violate the safety aspects of the guests 
	ST Strategies 
· It is needed to use brand credibility properly with a proper crisis management initiative to counter negative publicity by the media (Choi and Seo, 2024)
· Engaging the right “public relations” campaigns and “initiatives for guest reassurance” in future can help to sort out the reputational damage of the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel. 
	WT Strategies 
· Conduction of internal audits and risk identification can effectively address food safety and personalised menu related shortcomings (Dzawanda et al., 2024)
· Establishing a fast response and crisis management team can handle all the guest complaints effectively in terms of food hygiene-related concerns transparently (Prabhune et al. 2025)


Table 3: TOWS Analysis 
(Source: Developed by Author)
As per the above table, developing a rapid response team for guest concerns can reinforce strict supplier betting that can resolve contamination issues. Therefore, TUI Blue Sensatori Atlantica Aphrodite Hills Hotel can ensure guest safety with the help of proactive risk management strategies, personalised menu and transparent communication to re-establish reputation and guest safety.
[bookmark: _Toc190525000]4. Recommendation and Change Management
[bookmark: _Toc190525001]4.1 Recommendations 
Recommendation 1: Adopting a Comprehensive Food Safety and Hygiene Management System 
Focusing on adoption of the Hazard Analysis and Critical Control Points (HACCP) framework has been a globally recognised approach for maintaining food safety. HACCP is able to identify biological and chemical hazards in the food handling process which ensures that all critical points are properly managed and monitored (Awuchi, 2023). In this context, Service Sense recommends TUI Blue Sensatori Atlantica Aphrodite Hills Hotel to train their staff about usages of HACCP principles that can reduce foodborne illness outbreaks effectively. Apart from that, relays on ISO 22000 certification can further enhance or strengthen food safety credibility throughout the preparation (Okpala and Korzeniowska, 2023). Adoption of the AI-based kitchen surveillance and automated temperature monitoring can ensure the real-time food safety compliance of TUI Blue in Cyprus. As evidence, the usages of AI-based technology can improve customer trust by reducing food contamination risk (Dhal and Kar, 2025). Concentrated on staff training, revised standard operating procedures are valuable to the firm with performance incentives that facilitate a smooth adoption of the HACCP system by staff members of TUI.    
Recommendation 2: Adoption of a Customer-Centric Reputation Management System  
Findings have specified that widespread negative online reviews on TripAdvisor and Trustpilot creates reputational damage to the Hotel in the Cyprus hospitality market. As per the study of Arabadzhyan et al. (2021), around 80% of travellers check online reviews before booking a hotel which indicates severe revenue losses of the recognizable hotels. Service Sense proposes proactive reputation management strategies for TUI. This is because adoption of AI-powered revenue analysis tools along with a dedicated guest response team. As evidence, Marriott has followed an apology and compensation-based approach as crisis management strategies to enhance guest satisfaction level (Iideo, 2024). Focused on that, TUI can follow the similar offers such as complimentary states, meal vouchers or wellness packages to attract guests while maintaining transparent online engagement. Therefore, it can be stated that TUI Blue can enhance operational efficiency and maintain its competitive standing in Cyprus luxury hotel market by delivering customer centric managerial options. 
Recommendation 3: Enhancement of Hygiene Protocols 
The hotel requires them to focus on the enhancement of hygiene protocols in order to meet the safety standards and ensure the safety of their guests so that the reputation is maintained effectively in the global market. Personal hygiene of the staff such as wearing clean uniform regular sanitation using protective kits which can prevent them from contamination (Kumar, 2024). The consistent inspection and regular check-ups can be a strategic move in enhancing hygiene protocols. Service Sense outlines that the following approach will be effective for TUI in the early detection of any illness that could compromise the safety of food. Conversely, it can also help in management of reputation for TUI. In addition to this, the implementation of strict guidelines and protocols which avoids cross-contamination between raw and cooked food is necessary (Master Corp, 2023). This is because it helps in the prevention of germs reducing the potential chances of illness. Separation of utensils for personalised food menus under vegan preferences can also help in the prevention of food spoilage. Therefore, the implementation of a comprehensive hygiene protocol within the hotel can help in mitigating the challenge of foodborne illness. 
[bookmark: _heading=h.2xcytpi]Recommendation 4: Improvement in Cooking Practices 
The implementation of robust and comprehensive cooking practices along with temperature control measures and sure that the food is cooked and stored appropriately preventing the birth of harmful bacteria. The strict adherence with the safe cooking temperatures helps in the removal of harmful pathogens from raw and cooked food. The regular maintenance of calibration of ovens, grills and fries contributes towards the consistent cooking temperatures and prevents overcooking or undercooking of the food (Navitas, 2023). This subsequently helps in the prevention of food poison and also enhances the appetizing nature of the dish.  Service Sense recommends the strategic approach as it will help the hotel to ensure high quality dining experience is meeting the standards of food safety. Improving dine-in experiences with the incorporation of personalised menu with well-defined cooking practices will uphold TUI’s reputation. The clear cooking methods can help the chef to maintain uniformity across all the dishes, reducing the chances of food illness (Better Health, 2024). Thus, the implementation of the cooking practices can help in reducing risk of foodborne illnesses and enhance the experience of the customers upholding the reputation of the hotel meeting the safety standards. 
[bookmark: _heading=h.1ci93xb]Recommendation 5: Training and Upskilling of the Workforce 
Strengthening the staff member as per the food safety and hygiene is vital for hotels to meet the higher standard of safe food handling. The training is effective because it improves the knowledge alongside practices amongst the staff showcasing commitment towards such protocols (Frederick, 2025). In this context, Service Sense outlines that training programs focused on the learning process of staff with necessary knowledge of food safety protocols helps in reducing the risk of contamination. Fostering a culture which actively works towards latest safety protocols helps in improving the brand image of the hotel there by attracting guests due to the increased confidence on food safety (Dimitriou, 2022). The training and upskilling program of the workforce at TUI Blue Sensatori Atlantica Aphrodite Hills Hotel can ensure guest safety concerning food handling procedures. The training of staff reduces the risk of cross-contamination in foods. 
[bookmark: _heading=h.3whwml4]Recommendation 6: Supply Chain Management 
Improvement in the supply chain management of TUI Blue Sensatori Atlantica Aphrodite Hills Hotel is needed in order to ensure smooth functioning of the entire logistics of the hotel. It can be recommended that the hotel should select suppliers who adhere to the food safety standards this will help in maintaining the quality throughout the supply chain effectively (EY, 2022). In addition to this, utilisation of advanced technology integration such as IOT and machine learning can help with real time monitoring and also ensure supply chain transparency. The following approach significantly improves the traceability mechanism of the hotel to track food product from its procurement until final delivery (Macmohan, 2024). Service Sense underscores that revaluation of the supply chain with respect to the sustainable parameters can help in ensuring reduced environmental impact for TUI. This in turn will also attract eco-conscious consumers towards the hotel. Partnership with suppliers who can assist with instant products for personalised menu services can help in improving guest satisfaction and foster long-term relation with TUI. 
[bookmark: _heading=h.2bn6wsx]Recommendation 7: Development of Crisis Communication Plan
The development of a robust crisis communication plan is vital for the hotel to effectively create strategies which will help in overcoming unforeseen challenges. The approach is effective in maintaining the trust level of the guest and overall business growth (Yacoub and ElHajjar, 2021). Service Sense proposes the development of a crisis communication team for TUI. This is because it can help in public relations by coordinating the communication and efforts of the hotel ensuring tailored communication strategies (Training Hotels, 2021). This strategic approach can help TUI Blue Sensatori Atlantica Aphrodite Hills Hotel with prepared statements addressing the scenario of challenge. Thus, it will be effective in ensuring and communicating that the hotel aligns with the values of the hospitality industry maintaining operation instability
[bookmark: _Toc190525002]4.2 Change Management
In order to address violated hygiene and health-related issues for guests at TUI Blue Sensatori Atlantica Aphrodite Hills Hotel, Service Sense recommends a comprehensive strategy of change management. In this regard, immediate corrective actions such as stricter control, ethical leadership and customer engagement are crucial for long-term success.   In this regard, this hotel requires adherence to the Cyprus hygiene protocol and crisis management strategies in order to regain its market position.
[bookmark: _heading=h.3as4poj]Enhanced Food Safety Protocol Acquisition through Structural Training 
As per the suggestions by Service Sense it is mandatory to have a comprehensive training programme. It is highly needed for all hotel and kitchen service staff to adhere to strict food handling and standards of hygiene (Lai et al., 2024). Along with that, staff members are also required to properly acknowledge the recent food hygiene maintenance standards and their application to restore the food quality. 
[bookmark: _heading=h.1pxezwc]Revised Schedule and Staff Duty Standards 
Restructuring the responsibilities of the staff is also required through the facilitation of cleaning schedules and working hours to maintain quality as well as hygiene. Service Sense has also recommended the introduction of the necessary uniforms and safety tools. A necessary safety protocol is also necessary to reduce the risk of any contamination (Srivastava et al., 2024). Thus, a training and development programme can be initiated for the hotel staff members to be aware of the service quality provisioning to the guests. 
[bookmark: _heading=h.49x2ik5]Relevant Strategies of Change Management 
It is highly required as per the notions of Service Sense to involve all the staff members in the change procedures with the help of regular feedback sessions and meetings. Incorporation of all the stakeholders can foster a sense of ownership in any concerns and also it can resolve the issues proactively (Onyeaka et al., 2024). Along with that, training sessions for the staff are required to make them aware of the hygiene protocols and also it can make them understand the importance of updated procedures. Developing transparent communication pathways is necessary to keep the staff informed regarding the proclaimed changes (Ågård et al., 2024). Along with that, it is necessary to deliver resources such as support groups and regular counselling to assist the staff in acquiring the important changes. 
[bookmark: _heading=h.2p2csry]Anticipated Staff Response and Mitigation 
All the staff may exhibit resistance to the new change strategies due to the perceived increased work pressure or discomfort with new work schedules (Omaghomi et al., 2024). In order to mitigate these issues, Service Sense recommends the TUI Hotel management to emphasise the need for certain changes for ensuring the safety of the guests. 
[bookmark: _heading=h.147n2zr]Measuring Success 
A regular assessment of hygiene through health inspections is required for the TUI hotel. A higher score in health inspection indicates the enhanced practice of hygiene (de Kraker et al. 2022). Thus, guest feedback and active monitoring of the incidents or complaints regarding hygiene can be accounted as a direct measure of health aspects. 
[bookmark: _heading=h.3o7alnk]Potential Benefits of Facilitating Changes 
As per the suggestions by Service Sense, enhanced reputation due to improved hygiene practices in personalised menu can lead to higher guest satisfaction and it can also lead to enhanced loyalty. Along with that, clear health protocols and trained staff members can also lead to more efficient operational practices, and it automatically enhances the service quality as well (Onyeaka et al., 2024). In this aspect, strict adherence to hygiene standards also reduces the chance of legal actions against the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel with minimal change of reputational damage. 
[bookmark: _heading=h.23ckvvd]Associated Cost 
As per the strategies recommended by Service Sense, the total cost for implementing the recommended alterations includes training and HACCP implementation, equipment and cleaning as well as sanitisation resources. 
[bookmark: _Toc190525003]5. Action Plan
	No.
	Problem
	Solution
	Desired Outcome
	Time Required
	Completion date
	Budget Allocated

	1. 
	Outbreak of Gastric Illness and symptoms among guests due to repetition of old food
	Implementing the HACCP system and personalised menu can be beneficial This helps in enhancing food hygiene and safety avoiding repetition of food.
	Accurately and instant cooked food as per the demands of the customers will reduce the chances of foodborne illnesses. This will also increase the appetising nature of the food and improve dining experiences
	6 months
	31/01/2024
	£75,000

	2. 
	Staff Training and Upskilling
	The training sessions for the staff are required to make them aware of the hygiene protocols and also it can make them understand the importance of updated procedures. 
	Staff knowledge will help in the improvement of food handling practices. The strengthened hygiene protocols will be effective to avoid the cross-contamination of diseases. Thus, it will help in upholding the safety standard of the hotel.
	3 months 
	31/07/2024
	£25,000

	3. 
	Hygiene deficiencies 
	Implementing comprehensive hygiene protocols along with personalised menu cooking practices helps in detailed checklist avoiding hygiene deficiencies
	Enhanced hygiene standards across all areas of the hotel can also minimise the contamination risk reducing gastric illness symptoms
	1 month 
	31/10/2024
	£5,000

	4. 
	Supply Chain Management
	Improvement in the supply chain management of TUI Blue Sensatori Atlantica Aphrodite Hills Hotel is needed in order to ensure smooth functioning of the entire logistics of the hotel. 
	The hotel partnering with suppliers who adhere to the food safety standards and those who can assist with instant products for personalised menu services can help in improving guest satisfaction and foster long-term relation with TUI. 
Introduction of advanced monitoring system will help in real-time updates
	6 months
	31/12/2024
	£75,000

	5. 
	Inappropriate guest feedback mechanisms 
	Implementing a proactive system of collecting and assessing guest feedback can help to assess the feedback data in total 
	Improved data through guest feedback mechanism can enable the hotel to map the potential issues promptly 
	1 month 
	31/01/2025
	£5,000


Table 4: Action Plan 
(Source: Developed by Author)
[bookmark: _Toc190525004]6. Conclusion
Thus, this report by Service Sense has provided a comprehensive evaluation of the gastric illness issues at the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel in Kokulia, Cyprus. The report-findings inferred that there is an urgent requirement for actions to safeguard the health of the guests and also to protect the reputation of the hotel as well through personalised menu. This analysis has underscored that the occurrence of gastric illness is subject to certain factors including inadequate compliance with food safety measures, deficiency of hygiene and gaps in staff training. These issues have critically impacted the hotel causing reputational damage and major financial losses due to brand erosion. In order to address this issue, a series of strategic recommendations can be considered. These issues mostly desire the implementation of a robust HACCP system, enhancing protocols for hygiene and improving cooking practices. 
The recent gastric illness outbreak leverages reputational damage for the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel. However, this hotel can implement enhanced measures of hygiene and comprehensive facilities to gain the trust of the guests. Along with that, Service Sense proposes the TUI Blue Hotel to also strengthen its food safety protocols and health inspections at regular intervals to reinforce the brand value. As a major weakness, the TUI Blue Sensatori Hotel is facing issues regarding poor crisis management and food handling measures. In order to deal with these issues, structured communication channels and health feedback portals for the guests can be implemented. The study has deduced that cross-training employees with health-management protocols can enhance the overall risk-handling capability of hotel management. In order to resolve the reputational damage and legal liability, Service Sense suggests the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel to implement engaging PR campaign strategies. 
All of the recommendations by Service Sense have been structured with specific steps of implementation, change management considerations and success measuring indicators. The overall action plan structured in this report also delivers an overall roadmap for the hotel to implement all the recommended strategies. It also structures clear timelines as well as budget considerations that enable the hotel to allocate resources and prioritise actions. It can adhere to improvements in hygiene and food safety measures within recommended strategies of personalised-menu development and it can also lead to a substantial reduction in gastric illness incidents. The recent incident regarding gastric illness among the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel staff has underscored the inefficiency of the organisation in managing safety protocols and food hygiene. 
The hotel is required to carefully consider the costs associated with each of the recommendations and also it is needed to pursue investments as per the impact and feasibility. As per the suggestions by Service Sense, TUI Aphrodite Hills can prioritise guest health and wellbeing by introducing customer loyalty programmes as well and it can help this hotel to attract new guests as well as achieve sustainable growth. It can be concluded from the findings by Service Sense that this report delivers solid foundational evidence for the TUI Blue Sensatori Atlantica Aphrodite Hills to address the gastric issues comprehensively. This hotel can also ensure a healthy environment for the guests by acquiring a culture of continuous improvements and proactive initiatives. It is required to thank the TUI Blue Sensatori Atlantica Aphrodite Hills Hotel for the opportunity to collaborate on this important project. 
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