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[bookmark: _Toc127637274]Executive Summary
Radisson Blu Hotel Cardiff is one of the most renowned hotels in the entertainment district of Cardiff, built in 2009. Due to its convenient location, it is easy to get to nearby locations and roam around the city (Ageli, 2022). Radisson Blu Hotel Cardiff is famous for its 24 hour front desk service. All the rooms have air conditioning, flat screen TV, and a desk. There are tea and coffee makers in the room along with complimentary toiletries in the washroom (booking.com, 2022). There is 24 hour room service available and daily housekeeping service. There are non-smoking rooms and suites available in Radisson Blu Hotel Cardiff and the whole hotel is smoking free zone (Radisson, 2023). Even though consumers and guests of Radisson Blu Hotel Cardiff are highly satisfied with employee behavior and professionalism, several service and infrastructure related issues can cause a great damage to the image and profitability of Radisson Blu Hotel Cardiff (Moodley and Naidoo, 2022). The hotel has higher rating for its location and foods and beverages while it has lower rating for its cleanliness and value for money (Aldeman, 2022). Thus, Insight Accountancy and Consultants has been appointed to figure out the major issues that needs prior attention from the hotel.
The scope and analysis section dived into the various aspects of the hotel and the PESTLE analysis along with SWOT analysis assisted in identifying the internal strengths and weaknesses of the hotel as well as the external opportunities and threats to the hotel due to its macro environment (Barry, 2022). The PESTLE analysis aided in understanding the current standing of the hotel in the UK tourism industry and how the hotel can capitalize various opportunities the external environment has to offer (Barry, 2022). For instance, due to some global phenomenon in the recent years such as Brexit, Covid-19 pandemic, global economic downturn, etc., UK government is trying to facilitate the growth of tourism industry (Moodley and Naidoo, 2022). Whereas the current inflation rate is 8.8% which has slightly decreased from 9.2% in December 2022. The legal aspects of Radisson Blu Hotel Cardiff include various laws related to corporations as well as tourism and hospitality industry in the UK. The changing attitudes of consumers and instability of the UK economy can be taken into consideration and a new pricing strategy can be put into action for higher consumer satisfaction (Areal, 2021). 
On the other hand, the SWOT analysis showed the areas of the hotel that needs to be examined and given higher attention. In particular, the hotel needs to focus more on employee incentives to increase their motivation along with train the employees to ensure better room service and housekeeping services to its guests (Coles, 2021). Some of the major strengths of Radisson Blu Hotel Cardiff is its prime location, express check-in and check-out services, and providing greater customer service (Manoharan et al., 2021).
The later section of the consultancy report categorized each concerns into three segments and provided plausible solutions to these problems. The concerns have been divided into infrastructural concerns, service related concerns, and employee management concerns (Deng, 2021). Each aspect have been further divided into subsection and analyzed the cause of the concerns. The issues related to infrastructure are faulty heating system, lack of complimentary products, defective gadgets, etc. while the service related concerns involve cleanliness, room services, over pricing of accommodation and car parking, etc. The plausible solutions for these concerns have been provided and the priority of the concerns have been taken into consideration while developing the action plan. 
The infrastructural and service related issues have to be prioritized according to the severity of the problem and discomfort those cause the consumers and guests. Most of the consumers and guests have satisfactory reviews regarding the behavior and efficiency of the employees at Radisson Blu Hotel Cardiff. Guests are usually satisfied with the services that the employees provide to their guests and consumers but most of them have indicated that the services that the hotel provides are not worth the money that the consumers have to spend (Manoharan et al., 2021). In order to solve the infrastructural and service related concerns, some essential steps can be taken by Radisson Blu Hotel Cardiff that will not only reduce and mitigate the concerns of the consumers and guests but also create new windows of opportunity for Radisson Blu Hotel Cardiff in the long term (Vaitiekunaite, 2022). Though every issue should be solved, not all of the problems are a priority and has to be solved immediately.
The action plan describes the issues and what are the possible solutions along with how much time it will need to solve the problems and the probable budgets as well (Dutta et al., 2021). The probable budget and timeline have been developed with realistic cost structures and enough time has been allocated for each concerns. The recommendations section also dives into the priority of the issues and when the actions must be taken in order to gain greater consumer satisfaction and reduce the bad marketing. Implementation of the action plan will generate not only higher consumer flows but also ensure higher profitability and sustainability of Radisson Blu Hotel Cardiff (Jia et al., 2022). The PESTLE and SWOT analysis showed the opportunities and threats that can be capitalized and minimized by Radisson Blu Hotel Cardiff for ensuring greater growth and consumer loyalty.


[bookmark: _Toc127637275]Introduction
Radisson Blue Hotel Cardiff is one of the most renowned and popular destination spot for both local and foreign gusts and tourists. Radisson Blu Hotel Cardiff is positioned in a convenient location as it is near the City Centre and Newtown. Due to the close proximity of various tourist attractions and restaurants, Radisson Blu Hotel Cardiff has a score of 4.7 out of 5 based on its location (tripadvisor.com, 2023). Radisson Blu Hotel Cardiff is highly acknowledged for its location, 24 hours front desk, room service addition to its express check-in and check-out services. Even though there are many perks of Radisson Blu Hotel Cardiff, it has some issues with its cleanliness and customer services (Kim and Han, 2022). This consultancy report will focus on the various aspects of Radisson Blu Hotel, Cardiff that have positive and negative effects on the customer satisfaction along with profitability of the hotel (booking.com, 2022). This report will thoroughly look into various issues that cause customer dissatisfaction in the Radisson Blu Hotel, Cardiff. The reasons behind these issues as well as how these issues can be solved in an efficient and effective manner. Because of the global pandemic Covid-19, the tourism and hospitality industry suffered most across the globe and Radisson Blu Hotel, Cardiff was no different. Insight Accountancy and Consultants, a business consultancy firm, has been contacted for constructing a consulting report in order to identify the major issues in Radisson Blu Hotel Cardiff. Some analytical tools such as PESTLE analysis, SWOT analysis, and SOSTAC model will be carried out to recognize the internal and external environmental factors of Radisson Blu Hotel Cardiff (Harari et al., 2022). The findings of these tool and models will aid in analyzing the major issues at Radisson Blu Hotel Cardiff and how these issues can be minimized so that customer satisfaction and sustainability of Radisson Blu Hotel Cardiff can be retained.



[bookmark: _Toc127637276]Scope and Analysis
[bookmark: _Toc127637277]Overview of Radisson Blu Hotel Cardiff
Radisson Blu Hotel Cardiff is a subsidiary of the Radisson Hotels under the brand of Radisson Blu. Radisson Blu Hotel Cardiff is in less than 10 minutes walking distance from Cardiff Bay, Cardiff Castle, Cardiff International Arena, Cardiff Tourist Information Centre, and Principality Stadium (expedia.com, 2022). The location of the hotel is Meridian Gate, Bute Terrace, Cardiff CF10 2FL, United Kingdom. Radisson Blu Hotel Cardiff is also near Cardiff Airport while Cardiff Queen Street train station and Cardiff Central are at a walking distance.
[bookmark: _Toc127637278]Room Facilities
Radisson Blu Hotel Cardiff has a total of 215 rooms that is offers for both leisure purposes and business purposes. It is considered as one of the tallest buildings in Cardiff with outstanding views and facilities (radissonhotels.com, 2023). The decorations of the rooms in Radisson Blu Hotel Cardiff stands for Fresh, Chic, and Classic styles. There are several types of rooms available for renting such as standard rooms, superior rooms, executive rooms, etc. the superior rooms and executive rooms have city views while executive room has panoramic views (radissonhotels.com, 2023). The family stay rooms have two adjacent rooms that are internally connected. All the rooms have air conditioning, flat screen TV, and a desk. There are tea and coffee makers in the room along with complimentary toiletries in the washroom. Even though there are various facilities in the rooms available, there have been complaints in the recent times regarding its cleanliness and customer services. Meanwhile, the most sought after reason is the location of Radisson Blu Hotel Cardiff by customers.
[bookmark: _Toc127637279]Property Amenities
There are numerous amenities in the property of Radisson Blu Hotel Cardiff. The hotel has public parking available with a fee along with taxi service to different places. The entire area of the hotel has free Wi-Fi connection. There is also baggage storage facility offered to customers along with banquest room, meeting room, business center and conference facilities for business and leisure purposes (Lulli et al., 2021). The express check-in and check-out service is also one of the most renowned facilities of Radisson Blu Hotel Cardiff. The guests can also avail dry cleaning and laundry services in the hotel as well as complimentary instant coffee and tea throughout the day. Radisson Blu Hotel Cardiff offers buffet during the breakfast time and all day restaurant services (Kim et al., 2022).
[bookmark: _Toc127637280]Measures for Covid-19
Radisson Blu Hotel Cardiff have taken several health and safety measures after the global pandemic Covid-19 started (Sharma et al., 2021). The health and safety measures of Radisson Blu Hotel Cardiff can be categorized into four segments. The safety measures are provided below:
· Safety features:
· Employees follow safety protocols provided by local authority.
· Stationary items that are shared within employees have been removed.
· Hand sanitizers, face masks, and first aid kit availability.
· Health care professionals can be accessed within the hotel.
· Physical distancing:
· Employees follow social distancing and encourages guests too.
· Cashless payment system.
· Physical barriers are placed in appropriate places within 
· Cleanliness and disinfecting:
· Appropriate cleaning chemicals are used and the hotel property is cleaned professionally.
· Bed sheets, liners, etc. are washed accordance to protocols of local authorities.
· Rooms are disinfected between guests’ stay.
· Rooms are sealed after it has been cleaned.
· Food and drink safety:
· Dining areas maintain a proper physical distance.
· Delivery of food directly to rooms is offered to guests and breakfasts can be taken in separate containers.
· All glass, plates, and other tableware are properly sterilized.
[bookmark: _Toc127637281]PESTLE Analysis
PESTLE analysis is a managerial accounting tool that can aid in understanding the external macro environment that affects the business and operation of any organization. The PESTLE analysis will allow for a better overview of the external factors that can significantly affect Radisson Blu Hotel Cardiff as the global tourism and hospitality industry is rapidly changing (Tan and Despotis, 2021). The following table indicates the summary of PESTLE analysis of Radisson Blu Hotel Cardiff:
	Factors
	Description

	Political-P
	Regulatory practices within UK tourism industry.
Government intervention and subsidy to hotels.
Tax policies.
Changing political environment.

	Economic-E
	Increasing inflation rates.
Unstable economic performance and GDP growth (Sharma et al., 2021).
Development of infrastructure in recent years.
Highly fluctuating exchange rates.
Unstable economic condition due to Brexit and Covid-19.

	Social-S
	Changing attitudes towards healthcare and safety measures due to Covid-19 (Mujtaba, 2022).
Availability of fundamental services.
Larger demographic aspects of consumers.
Higher education level and greater gender equality (O’Connor, 2022.
Evolving lifestyle due to higher cost of living.

	Technological-T
	Increasing accessibility to technologies for guests.
Technological innovation by competitors.
Cashless payment services and express booking.
Introduction of Radisson+ and RH App (radissonhotels.com, 2023).

	Legal-L
	Business laws applicable in the UK and global laws.
Health and safety protocols and rules.
Laws related to intellectual property. 
Employment and immigration law.
Data protection law.

	Environmental-E
	Certified eco-friendly hotel in Cardiff.
Extreme weather conditions can surge the operational costs.
Investing more on sustainable and eco-friendly technologies and operational structures.
Potential for utilization of renewable energy.
Greater awareness of consumers regarding environmental impacts.


Table 2: PESTLE Analysis of Radisson Blu Hotel Cardiff
As every firm operating in the UK has to abide by the rules and regulations circulated by the government, Radisson Blu Hotel Cardiff has to follows those laws along with any laws related to the tourism and hospitality industry. Due to some global phenomenon in the recent years such as Brexit, Covid-19 pandemic, global economic downturn, etc., UK government is trying to facilitate the growth of tourism industry (Moodley and Naidoo, 2022). Due to Brexit, changes have been done in tax laws and the recent political instability may cause some problems for Radisson Blu Hotel Cardiff. UK has seen the highest inflation rate in its history of last 40 years in 2022. The current inflation rate is 8.8% which has slightly decreased from 9.2% in December 2022. Due to Brexit, Covid-19, Russian invasion in Ukraine, and global economic turbulence, UK has been facing instability in its economic and GDP growth along with volatile exchange rates. But the government of UK is focusing on building and developing the infrastructure and related facilities in the recent years (Templer et al., 2022).
During global pandemic, there were multiple lock downs, shut downs, and restrictions in commuting. It severely changed the lifestyle of general people and their attitude towards health and safety. Since the past decade, UK government has been trying to provide all fundamental services to public for improving their lifestyle and living standard though the cost of living has significantly increased in the past few years (Sonawane, 2020). Technology has changed the face of tourism industry as a whole. Radisson Blu Hotel Cardiff has introduced cashless payment and booking system and the hotel is working relentlessly to provide better technological support to its customers. Radisson Blu Hotel Cardiff has introduced Radisson+ and RH App for its customers to make the booking and payment system easier and digital along with offering exclusive services through these options (Shapoval et al., 2022). But the competitors of Radisson Blu Hotel Cardiff have been heavily investing in technological advances too.
Radisson Blu Hotel Cardiff has to follow the employment and immigration related laws for its employees as well as data protection law for its guests and consumers. Health and safety regulations have become a prior concern for Radisson Blu Hotel Cardiff since Covid-19 started. Radisson Blu Hotel Cardiff is one of the few hotels in Cardiff that is eco-friendly certified (Ray and Nilanjan, 2015). Due to raising awareness among consumers, Radisson Blu Hotel Cardiff has been focusing more on environmental impacts of its operation and investing in sustainable technologies. Radisson Blu Hotel Cardiff is facing some operational difficulties due to the extreme weather conditions in Cardiff.
[bookmark: _Toc127637282]SWOT Analysis
SWOT analysis is another managerial tool that is essential for internal analysis of any firm. SWOT analysis will aid in determining the internal strengths and weaknesses of Radisson Blu Hotel Cardiff along with external opportunities and threats. 
	Strengths
	Weaknesses

	Greater location and easy commute facilities
Greater customer experience
Express check-in and check-out services (Izadi et al., 2021)
Higher bargaining power as a buyer
Higher project management record
Switching cost of customers is costly
Efficient decision-making team
	Lower incentives to employees
Higher interest payments
Inefficient marketing strategies
Higher operating costs
Higher dependency on selected products
Lower quality in room service and cleanliness

	Opportunities
	Threats

	Loyalty marketing
Investing more on research and development
Improvement and development of operational structures
Involving global supply chains
Evolving customers’ attitude in recent times (Jibril et al., 2021)
Gaining competitive advantage through analytics
Introducing automation in operations
	Technologies becoming obsolete
Severe completion in the UK market (George, 2021)
Increasing environmental issues
Unstable economic condition
Lack of employee motivation


Table 2: SWOT Analysis of Radisson Blu Hotel Cardiff
Some of the major strengths of Radisson Blu Hotel Cardiff is its prime location, express check-in and check-out services, and providing greater customer service. Another strength of Radisson Blu Hotel Cardiff is that it has a higher bargaining power as a customer, meaning the suppliers have lower bargaining power. As the switching cost of consumers is high, the consumers generally stick to Radisson Blu Hotel Cardiff for better services (Fenitra et al., 2022). Though the workforce of Radisson Blu Hotel Cardiff is an asset, the employees are not compensated properly and are given poor incentives which is one of the significant weaknesses of this hotel. The marketing strategies of this hotel are inefficient and the operating costs are too high. Radisson Blu Hotel Cardiff also has lower quality room service and lower cleanliness.
Radisson Blu Hotel Cardiff has a higher potential for growth if they invest heavily on research and development along with making its operation for sustainable and automated (Faraj et al., 2021). The hotel should consider the changing attitudes of consumers and involve itself with global supply chain for better opportunities. But the severe competition in the UK tourism market can become a threat for Radisson Blu Hotel Cardiff along with instable economic condition and lower motivation among employees.



[bookmark: _Toc127637283]Main Body
[bookmark: _Toc127637284]Analysis of the Issues
Given the reputation of Radisson Blu Hotel Cardiff, it can be easily expected that the consumers are satisfied with the quality of service that Radisson Blu Hotel Cardiff provides them. But even with greater reputation, there are some aspects of Radisson Blu Hotel Cardiff that consumers are unsatisfied with (Fitzpatrick, 2022). Many online reviews and complaints of consumers and guests have been regarding the cleanliness of the rooms and washroom, higher pricing for accommodation, lower quality of room service, defected electronic materials inside the rooms, faulty heating system, etc. (Hoque, 2013).
The issues that the guests are facing at Radisson Blu Hotel Cardiff can be categorized in two broad section. One section deals with the infrastructure related issues such as faulty heating system while another section deals with the issues originating from service quality, for instance, higher pricing of accommodation (Kim and Han, 2022). The following section will elaborate the infrastructure and service related issues of Radisson Blu Hotel Cardiff as well as plausible ways to solve the problems.
[bookmark: _Toc127637285]Infrastructural Concerns
There are many positive feedbacks from guests regarding some of the prominent infrastructural aspects of Radisson Blu Hotel Cardiff. For instance, the location of the hotel is one of the prime aspect that consumers appreciate along with the spectacular views that the different types of rooms offer to its consumers. The business center and meeting rooms are highly popular for business purposes among the corporations and local businesses. But some of the infrastructural concerns have been voiced by consumers for many times. Some of these concerns are as follows:
· Defective Gadgets: The rooms are furnished with several gadgets that are essential for consumers during their stays. The hotel provides telephone, lamps, hair dryer, etc. in the room for use (Cheung et al., 2021). Many consumers have had problems with these gadget such as the hair dryer does not work properly or the lamps are broken. 
· Uncomfortable Bedding: Several guests have had bad experience with the bedding available in their rooms. Many consumers have complained that the pillows and cushions are uncomfortable to sleep on and many have experienced neck ache or back pain from sleeping on these stiff and uncomfortable bedding (booking.com, 2022).
· Faulty Room Heating System: The rooms are equipped with heating system to prevent the rooms from being cold. But the guests have experienced that the heating system in their rooms are faulty (Breinlich, 2022). As a result, the room becomes very cold for the customers. Furthermore, many have experienced faulty ventilation system in their rooms.
· Lack of Complementary Products: All of the rooms have several complementary products for the guests such as tea bags, coffee pods, etc. along with complimentary products in the washroom e.g. shampoo, soaps, body wash, towels, etc. One of the most infrastructural concerns of consumers is that there are not enough complimentary products in their rooms and the consumers have to call the room service every time for these products (Bhasin, 2017). Many guests have complained that the complimentary products are not refurbished when they are staying for multiple days.
[bookmark: _Toc127637286]Service Related Concerns
Most of them have indicated that the services that the hotel provides are not worth the money that the consumers have to spend (Manoharan et al., 2021). While the food and beverages have excellent reviews served at Radisson Blu Hotel Cardiff, consumers and guests are not satisfied with some of the crucial services that should be considered more significant by Radisson Blu Hotel Cardiff. Some of the service related concerns are briefed below:
· Lack of Cleanliness: One of the major concerns of guests regarding the service of Radisson Blu Hotel Cardiff is the lack of cleanliness in the accommodation areas. Many guests have reported that when they checked-in their rooms, the room was not clean enough along with washroom (Kim et al., 2022). Sometimes, consumers have found dirty and used materials on the room which indicated that the room was not properly cleaned before their check-ins (Kim et al., 2022).
· Value for Money: Another concern of the guests is that they believe the rooms and services are not worth the money that need to be spent while staying at Radisson Blu Hotel Cardiff. Most of the consumers think they do not receive the value against what they have to pay and believe that they are overcharged (Pride et al., 2016). Guests have also complained that the parking charge is too high for one night though the parking facilities are satisfactory and Radisson Blu Hotel Cardiff has a larger parking area (Spanaki, 2021).
· Room Service: Though the employees of Radisson Blu Hotel Cardiff are highly qualified and guests are usually happy with the services provided by the employees, the room service lack in several aspects. One of the major concern related to room service is the lack of complimentary products. Consumers have also complained about the lack of refurbishing the complimentary products during stays longer than one day (Manoharan et al., 2021).
[bookmark: _Toc127637287]Employee Management Concerns
The employees are highly skilled at Radisson Blu Hotel Cardiff. The hotel generally recruits the most talented personnel and offers the various training and workshops to further improve their capability (Vinod, 2022). But the major concern of the employees is that they are not compensated enough for the work they have to do. It also makes them lose their motivation and passion to work harder.
[bookmark: _Toc127637288]Plausible Solution
The following measures can be taken by Radisson Blu Hotel Cardiff for solving the above mentioned concerns:
· In order to solve the concern regarding defected electronic gadgets in the rooms and washrooms, Radisson Blu Hotel Cardiff can instruct its employees to strictly check the gadgets in the rooms before and after a guest arrives and leaves to ensure the productivity of the gadgets (Xie et al., 2020).
· For ensuring cleanliness around the facility, Radisson Blu Hotel Cardiff can either appoint more employees to carefully distribute the cleaning activities or can train its existing employees to become more efficient and thorough while cleaning any room after a guest leaves (Vaitiekunaite, 2022).
· The heating and ventilation system are one of the major concerns which needs to be fixed as soon as possible as faulty heating system and ventilation system make the stay of a guest very uncomfortable (Yasmina et al., 2022). To solve this problem, Radisson Blu Hotel Cardiff needs to restructure its heating and ventilation systems throughout the facility with professional assistance.
· The concern regarding complimentary products should be addressed in an urgent manner too as it highly affects the satisfaction of the consumers and guests. Radisson Blu Hotel Cardiff should prioritize the availability of complimentary products in every single rooms in the hotel. Radisson Blu Hotel Cardiff should educate the employees regarding this matter through proper guidance (Yuldashev and Radjahov, 2022).
· As mentioned in the infrastructural concerns section, the bedding material are quite uncomfortable for guests and Radisson Blu Hotel Cardiff should change or modify the bedding arrangement to make it more comfortable for sleeping (Yasmina et al., 2022). For instance, Radisson Blu Hotel Cardiff should have availability of softer pillows in case any guest needs those.
· As many consumers have complained regarding the pricing of accommodation, parking, and other services, Radisson Blu Hotel Cardiff should take these concerns into consideration (Yasmina et al., 2022). Radisson Blu Hotel Cardiff should rethink its pricing strategy or can redesign its service and quality assurance in order to either implement a new pricing strategy or update its services and quality of services to make the value worth the money for consumers and guests (Shamrma et al., 2021).
· Radisson Blu Hotel Cardiff can raise the incentives and compensation programs for its employees which will further motivate them to work more efficiently (Tsiotsou and Goldsmith, 2012). The hotel can utilize both financial and non-financial incentives and compensation programs to benefit the employees.
The above mentioned concerns are some of the most pressing issues for Radisson Blu Hotel Cardiff during the current time. But not all of the concerns can be solved at once. Thus, Radisson Blu Hotel Cardiff can prioritize the concerns and schedule a timeline in order to solve these issues at an appropriate time. For instance, faulty heating system, ventilation system, and shortage of complimentary products are the issues that needs to be solved as soon as possible as these directly correlated to customer satisfaction and consumer loyalty (Cheung et al., 2021).
On the other hand, the concern related to pricing strategy will need a longer timeline to reconstruct the pricing strategy or service design while training existing employees or recruiting and training new employees can be done within some months and can be made effective as early as possible (Templer et al., 2022). But some of the aspects of Radisson Blu Hotel Cardiff should not be changes, for example, the amenities provided throughout the facility, the high speed Wi-Fi connection, highly developed meeting rooms, business center, conference rooms, etc. (Tanford et al., 2020) These are some of the infrastructural aspects of Radisson Blu Hotel Cardiff that make it lucrative to its guests and general consumers.
[bookmark: _Toc127637289]Strategic Analysis (SOSTAC Model)
SOSTAC model is an effective marketing and strategic analysis tool that can be utilized for the purpose of marketing and planning business operations. This model was introduced by PR Smith in 1990 and it stands for Situation, Objective, Strategy, Tactics, Action, and Control (Madsen and Stenheim, 2022). This model can be applied in the context of Radisson Blu Hotel Cardiff in order to plan out the timeline and related action plan for implementing the plausible solutions to solve the concerns mentioned in the previous section (Pride et al., 2016). The SOSTAC model can be applied to Radisson Blu Hotel Cardiff in the following manner:
· Situation: As there have several concerns that have been collected from customers’ reviews in spite of the higher consumer satisfaction in terms of location, foods and beverages, employee behavior, etc. (Goodall and Ashworth, 2013) Thus, Radisson Blu Hotel Cardiff needs to plan out actions for restructuring heating and ventilations system, higher room services, pricing strategies, etc.
· Objective: The objective of this analysis is to mitigate the consumers’ concerns regarding Radisson Blu Hotel Cardiff and to increase the loyalty among the guests. It will also align with the loyalty marketing opportunity of the hotel.
· Strategy: As not all of the concerns can be addressed at once, Radisson Blu Hotel Cardiff need to develop a strategy to dive into each concerns (Jain, 2020). Radisson Blu Hotel Cardiff can reconstruct or restructure the room heating and ventilation systems as soon as possible as it is one of the major issues along with providing trainings to employees to elevate the room services and cleanliness aspects.
· Tactics: The appropriate tactic for Radisson Blu Hotel Cardiff will be ceating an elaborate action plan- what needs to be done and which concerns are priority, developing a budget- how much will it cost to implement the action plan, and taking feedbacks from employees and guests- if the solutions are working and what can be done for further improvement (Gobbi and Lucarrelli, 2022).
· Action: As there are multiple concerns that needs attention, Radisson Blu Hotel Cardiff can divide the roles and responsibilities of each task to one supervising employee or manager (Gobbi and Lucarrelli, 2022). The hotel can assign HR manager to initiate the training process and figuring out is new employees should be recruited. The logistics team of the hotel can be assigned operate the infrastructural concerns related actions and the administration manager can be tasked with supervising each aspects of the action plan (Jain, 2020).
· Control: Radisson Blu Hotel Cardiff needs to measure the outcomes of the action plans and if the desired results have been achieved through the implementation process. The hotel needs to measure the deficiencies if there is any and the cause for the deficiency and further actions that need to be taken to cater to negative deficiencies (Douch and Edwards, 2021).


[bookmark: _Toc127637290]Findings and Results
The pervious sections of the consultancy report aided in analyzing the positive and negative aspects of Radisson Blu Hotel Cardiff according to consumers. While the prime location, excellent employees, 24-hour front desk service, high quality property amenities, and exquisite business center are some of the major aspects of Radisson Blu Hotel Cardiff that attracts guests and increases their loyalty towards the hotel, some of the major problems such as faulty heating system, lack of complimentary products, defective gadgets, etc. can cause the guests to leave Radisson Blu Hotel Cardiff. The findings and results of the previous analysis can be categorized in the following table:
	Areas of Concern
	Findings and Results

	Room and washroom services:
Faulty heating and ventilation

Lack of complimentary products

Pricing
	
One of the highest priority concerns that needs to be solved within four months to maintain profitability.
Needs to refurbish the products more frequently and providing extra products for longer staying guests within one month.
The pricing of accommodation, car parking, etc. needs to be revised and should be done within six to eight months.

	Cleaning services:
Room and washroom



Property 
	
Major priority and needs to provide training and/or recruit new employees to maintain the cleanliness. Cleaning services should be provided between guests stay and for guests who are staying for multiple days.
It is cleaned by professional firms and does not need change.

	Employee management:
Incentives and compensation to employees


Recruitment procedure

Employee motivation
	
There is lack of employee incentives and compensation which causes the employees to lose passion and motivation. Employee incentives should be increased and more favorable work conditions should be provided within six months.
New employees should be recruited if the current employees have higher workload within three months.
To increase employee motivation, both financial and non-financial incentives can be provided such as performance bonuses, recreational activities, paid holydays, etc. at a half-yearly or yearly basis.


Table 3: Findings and Results of Concerns related to Radisson Blu Hotel Cardiff
The above table mentions some of the crucial issues that are present in Radisson Blu Hotel Cardiff. The concerns of the guests and consumers can be categorized into several segments. The first segment deals with the room and washroom services. The rooms have faulty heating and ventilation services which is one of the prime concerns and needs to be restructured within four months from now on (Dutta and Pathak, 2022). The lack of complimentary products is another issue that needs immediate attention and needs to be solved within two months. The pricing of the accommodation, car parking, business center rental, etc. do not have to be changed immediately but should be revised or redesigned within six to eight months to make the customers’ loyalty even stronger and increase potential consumers flow.
The second segment indicates the cleaning services for rooms, washrooms, and the entire property of the hotel. The cleanliness of the rooms and washrooms are a major concern of guests while the review regarding the cleanliness of the other facilities within the property is satisfactory to its consumers (Faraj et al., 2021). Thus, the employees should be correctly trained and instructed to do a thorough cleaning between guests’ stay. The third segment is concerned with the employee management of Radisson Blu Hotel Cardiff. As it has been noticed that the employees are not given enough incentives and compensation, it reduces their motivation to work and may increase the employee turnover rate in the long run. Radisson Blu Hotel Cardiff needs to prioritize the employee incentives programs within six months (Fenitra et al., 2022). If the management of Radisson Blu Hotel Cardiff feels that new employees need to be recruited for ensuring better room services, new employees should be hired within three months. Radisson Blu Hotel Cardiff can increase the motivation of employees by providing them performance bonus, paid holydays, etc. and this should be done at a half-yearly or yearly basis.


[bookmark: _Toc127637291]Action Plan
The action plan of Radisson Blu Hotel Cardiff includes the actions, timeline, and probable budget for the actions that needs to be taken to solve the issues mentioned in the previous sections. The action plan is as follows:
	Serial No.
	Problems
	Solution
	Desired Outcome
	Timeline
	Completion Date
	Estimated Budget

	01.
	Faulty heating and ventilation system
	Restructuring the heating and ventilation system in all of the rooms.
	Increased consumer satisfaction and lower switching of consumers.
	Four months
	17/06/2023
	£400,000

	02.
	Lack of complimentary products
	Complimentary products needs to be refurbished for longer stays.
	Higher guests’ contentment and lower complaints.
	Two months
	17/04/2023
	£20,000

	03.
	Pricing of accommodation and car park
	Revised pricing strategy and redesigned services
	Ensuring the value to guests for the money they are paying and increasing guest’s frequency.
	Six to eight months
	17/08/2023 to 17/10/2023
	£30,000

	04.
	Cleanliness issues
	Train employees and recruit new ones.
	Ensuring consumers’ health safety and convenience.
	Three months
	17/05/2023
	£25,000

	05.
	Employee incentives
	Provide higher incentives and compensation to employees.
	Reducing employee turnover ratio and increasing motivation.
	Six months
	17/08/2023
	£100,000

	06.
	Employee motivation
	Provide performance bonus, paid holydays, recreational activities, etc.
	Increased employee satisfaction and productivity.
	Half-yearly or yearly basis
	N/A
	£400,000 per year

	07.
	Defective gadgets
	Checking the gadgets in every room before guests check-in.
	Ensuring convenience and comfort of guests.
	Two months
	17/04/2023
	£20,000


Table 4: Action Plan of Radisson Blu Hotel Cardiff




[bookmark: _Toc127637292]Recommendations
The reputation of Radisson Blu Hotel Cardiff has brought new consumers every year. Due to its great facilities and skilled employees, guests frequent this hotel. But some of the major concerns raised by guests have been taken into consideration in this consultancy report. The following recommendations can be provided on the basis of previous analysis:
· The heating and ventilation systems in every room needs to be restructured as soon as possible. Otherwise, the hotel will lose a huge number of guests.
· The complimentary products should be refurbished and the products should be adequate for the guests.
· Daily housekeeping services should be provided for guests who are staying longer.
· The cleanliness is one of the major issues which should be prioritize by Radisson Blu Hotel Cardiff and employees should be properly trained for doing a better job.
· The management should consider of the number of employees are enough for greater room service and if not, more employees should be recruited within three months.
· The bedding and pillows have to be comfortable for guests as many have complained regarding it.
· The pricing strategy has to be redesigned for greater consumer satisfaction and even if it can be delayed, it should be restructured within eight months.
· Employee incentives need to be increased to enhance employee motivation.


[bookmark: _Toc127637293]Conclusion
The consultancy report has been prepared based on Radisson Blu Hotel Cardiff in order to identify the strengths and weaknesses of the hotel and which aspects of its service needs to be improved. The hotel suffered huge losses and different issues aroused during the global pandemic, for instance, some aspects of customer services have seen deterioration since the global pandemic. Though the reputation of Radisson Blu Hotel Cardiff has remained regarding its location, 24-hour front desk, express check-in and check-out, and employee behavior, the concerns of the consumers’ need to be shown attention for higher sustainability. The report has discussed the major issues at Radisson Blu Hotel Cardiff such as faulty heating and ventilation system, lack of cleanliness, lower employee incentives, etc. along with plausible solutions to these concerns. The report directed an action plan with probable budgets and timeline for the actions to be taken in order to solve the issues. By prioritizing and implementing the action plan effectively, Radisson Blu Hotel Cardiff can ensure higher consumer satisfaction, increased profitability, higher and frequent visits from guests, and gaining potential consumers. The PESTLE and SWOT analysis showed the opportunities and threats that can be capitalized and minimized by Radisson Blu Hotel Cardiff for ensuring greater growth and consumer loyalty.
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