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[bookmark: _Toc135049343]Executive summary
The whole report contains information about the Microtel Inn and Suites by Wyndham Sweetwater. This hotel has both a positive side and a negative side. This hotel is one of the best-reviewed hotels in the town. The hotel industry in the USA is booming. As it has gained popularity as a tourist place. People from all over the world come and visit the USA People often rate the service of the hotel as excellent. But there are also some problems that the customer has to face which makes the hotel get some bad reviews from its customer. First, the report contains the PESTEL and SWOT analysis of the hotel to know about the internal and external environment (Kayaman and Arasli, 2017, pp-120). The market is very competitive.  So, the hotel has to give the best service towards its visitor to get and attract more customers. Then describe some positive and negative factors that the hotel has. The hotel has the best customer service, hotel room facilities are well decorated, the food menu is ok, and some famous restaurants are close to the hotel so the customers can easily go there. The hotel is not used for a stay rather is also used for lodging, conference facility and many other tailor-made services. The hotel has some negative factors that are hampering the goodwill of the hotel (Serra-Cantallops et al, 2018, pp-30). These are-improper management, information gaps, AC not working well, clean issues, refund issues etc. The customer has failed to roach in the room and many customers received bad behaviour from the hotel staff. Some of them gave bad reviews regarding the front desk staff do not give proper information and services towards the guest and they feel disturbed while they check into the room at the hotel There are some sectors that the hotel needs to work on for the improvement of such factors. Such as it can hire a consultancy firm. For that reason, the hotel has hired a consultancy firm named AHA hotel consultancy which has given a report about the action plan that the hotel should take to resolve the issue. The hotel needs to reduce the information gap between the management and the visitors. The hotel has a very delicious food style. It has a restaurant named in where the visitor can enjoy their meal in a stress-free manner. also, the visitor can enjoy a relaxing sleep in their super comfy beds. The hotel should clean and hygiene its furniture and all the hotel room facilities properly. From another airport, the hotel is a very much easier way to find and the customer should keep it in mind when they come to visit Texas from another city. Also, the hotel has a parking lot with a charge of $20 for 24 hours. For 15 minutes they will have a free space for unpacking the loaders of the visitors. 70 cars can park in the parking lots on a first come first serve basis.
The hotel is offering single queen beds, 2 queen beds, studio suits etc It has a positive and negative impact on the hotel fees (Matovic and McCleary, 2013, pp-50). The price of the normal commodities that are used to face the demand of the customers has increased and the hotel has to face a loss due to it. The inflation rate and dollar price have increased. For that reason, the price of the hotel room has increased. After COVID-19, the personal protective suit is worn by the staff. Not enough plugs were available to charge and use many other electronic devices (Sainaghi et al, 2020, pp-450.  Also, the visitor can pre-book their room according to their choice and conduct a cashless transaction by using many bank cards. To ensure safety there has been introduced locker, guards and a personalised door lock system with a digital key system. The hotel has arranged its pre-bookings through the online booking system for its visitor and also pay their payment in a cashless way. The staff should be always ready for any kind of services that they are obliged by. But often they do not give the service to the visitor up to their expectation. Sometimes some of the equipment in the hotel room is found dirty and they do not wash the bed sheets and towels properly. As there is no refund system the visitor has to stay in their chosen room and it decreases the goodwill of the hotel. First, the hotel needs to maintain a proper hotel room facility for its visitor. Sometimes it does not give proper room towards its visitor. Sometimes the visitor prebook one room and when they come to stay, they get another room by saying that the booked room is not available. The management authority needs to ensure such misbehaviour and ensure that the proper room is given to them and it will increase the satisfaction level of the visitor. Positive reviews and satisfaction are highly dependent for any hotel on the behaviour of the hotel staff and the management Also, the price of the laundry needs to be kept within the range as some customers give bad reviews regarding this and the price of the laundry is quite high (Sirirak et al, 2011, pp-35). At last, after all the necessary recommendations and actions plan are followed, the hotel can ensure the best service towards its consumer and will receive the best reviews from the guests. 
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[bookmark: _Toc135049344]Introduction
This consultancy report aims to show the analysis of Microtel Inn and Suites by Wyndham Sweetwater. This report is reported according to the customer review and compliments. The hotel industry in the USA is booming. As it has gained popularity as a tourist place. People from all over the world come and visit the USA (Bordean, et al, 2021, pp-100). So, they need to find a comfortable place to stay in as most of them do not have relatives. After the travel industry, the hotel started to think that they have to renovate their hotel according to the customer need. It is one of the largest and most famous hotels according to the customer review (Assaf and Barros, 2013, pp-300). As it is near the airport terminal 4. People can easily find that hotel just after landing in the USA. This hotel is giving services to people who come to visit the USA for a very long period. This hotel has both positive and negative review are getting from the customer. But mostly it is getting positive reviews from its customer (Kayaman and Arasli, 2017, pp-120). The customer has failed to roach in the room and many customers received bad behaviour from the hotel staff. Some of them gave bad reviews regarding the front desk staff do not give proper information and services towards the guest and they feel disturbed while they check into the room at the hotel (Sheldon, 2013, pp-270). Also, the Microtel Inn and Suites by Wyndham Sweetwater has many other negative issues which directly impact the reputation of the hotel. For that reason, a hotel consultancy firm should be appointed by the hotel to resolve this issue (Kim and Kim, 2015, pp-140). SWOT and PESTEL analysis of the hotel will help to find the problem and solution. The strength and weaknesses of the SWOT analysis will help to find out the problem and help to mitigate the issues. Also, a proper PESTEL analysis will help to resolve the internal and external issues and help them to mitigate the loss and issues. The hotel consultancy firm will take great care to resolve this issue. AHA hotel consulting has been a renowned hotel consultancy firm in Texas and has been seen as the hotel to consult (Kandampully and Suhartanto, 2013, pp-100)



[bookmark: _Toc135049345]Scope and analysis
Microtel Inn and Suites by Wyndham Sweetwater
This hotel is one of the best options when people fly from any other part of the world to the USA. People do not have to search for their hotel and they just find it after they have landed in Texas and enjoy their relief and leisure (Zhang et al, 2020, pp-120). Also, the hotel is very near to many bus stops which will make it easier for the visitor to use the bus for their travelling. Also, the hotel has its parking lots. It has a restaurant named in where the visitor can enjoy their meal in a stress-free manner. also, the visitor can enjoy a relaxing sleep in their super comfy beds (Choi et al, 2019, pp-170). The hotel is also near the super shop and super street shops. So, visitors can easily go there from the hotel to shopping their necessary items. The hotel has also some guides who will help the visitor to visit the city. They will help the visitor to find the best place to relax and enjoy the sight (Đorđević et al, 2020, pp-170). 
Hotel services are provided by the Microtel Inn and Suites by Wyndham Sweetwater
The hotel has received an excellent service review from the customer. There are many facilities that the hotel is offering towards its visitor. These are- chargeable offsite parking, air-conditioned room, restaurant name Thyme, Bars, transfer bus, Free Wi-Fi, access to the patients, airport parking with holiday charges, family rooms, premier plus rooms, lift, luggage facilities, electronic vehicle chargeable points, interconnecting rooms, lifts and locker services (Lockyer, T., 2017, pp-190).  The hotel has the best service who are patients.  Also, the hotel has a parking lot with a charge of $20 for 24 hours. For 15 minutes they will have a free space for unpacking the loaders of the visitors. 70 cars can park in the parking lots on a first come first serve basis.
Hygiene and clean habits of Microtel Inn and Suites by Wyndham Sweetwater
During and after COVID-19, all the hotels in the USA must ensure hygiene and cleanliness in the hotel room. The hotel must ensure the hotel security of the customer and give them the best hygiene service (Schalk-Nador and Rašovská, 2023, pp-200). The Microtel Inn and Suites by Wyndham Sweetwater is one of the most reviewed hotels by the customer. They provide the best clean hotel room service to its customer. It provides the highest clean facilities towards its customer so that the customer feels hygienic when they stay in the room (Tse and Ho 2019, pp-100). It is always kept in mind that the visitors always use the cleaned bedsheet, towels and other accessories. safety in terms of cleanliness and hygiene is the priority of the hotel authorities. 
Room facilities in Microtel Inn and Suites by Wyndham Sweetwater	
Many types of hotel rooms are available in the Microtel Inn and Suites by Wyndham Sweetwater Hotel according to the visitor's budget. Rooms are the centre of attraction for any hotel. The visitor comes to stay in the room (Medeiros et al, 2022, pp-280). All the rooms of the hotel are provided with high-speed internet Wi-Fi and proper security codes to enter the room. Most of the rooms have a king-sized bed which can be easily shared by two members. Both king and single-sized beds are available whoever wants can use any of them according to their need and budget (Kang and Rajagopal, 2014, pp-322). The rooms are equipped with a hairdryer, air-conditioned, fridge and many other facilities. Also, they can ask more about any equipment that they need to stay in the hotel.

[bookmark: _Toc120355462][bookmark: _Toc128077684][bookmark: _Toc135049346]PESTLE Analysis of Microtel Inn and Suites by Wyndham Sweetwater
Many external and internal factors are affecting the customer to give good and bad reviews regarding the hotel room and other facilities. The hotel is a well-reviewed hotel and customers are highly encouraged to stay in the hotel room with great comfort. The external analysis of the London Heathrow Airport Terminal 4 hotel, will give the consultancy firm a brief view of the factors that are being influenced by the hotel service and get a good rating (Matovic and McCleary, 2013, pp-50). The following PESTEL analysis of the hotel may help to resolve some conflicting issues. These are:
	PESTEL factors
	Impact of those factors

	Political factors
	· Tourism tax has been implemented.
· Change in the prime ministers and other political groups.

	Economic factors
	· The cost of raw materials has increased.
· New law related to hotel charges.
· Increasing rate of inflation and dollar price.

	Social factors
	· Different cultural diversification.
· Different cultural people gathering (Chang, 2019, pp-200)
· Welcome the new culture of people.

	Technological elements
	· Innovating productive technology.
· Increasing the price of new technological tools.
· Technological improvement by the competitors.

	Legal factors
	· New rules and regulations about employee wages.
· Mandatory recruitment of employees from other nations. 

	Environmental factors
	· Contribution towards many social activities (Koh, 2021, pp-110).
· Participate in the Corporate Social Responsibility program.


Table 01: PESTEL analysis.
The Microtel Inn and Suites by Wyndham Sweetwater hotel has to pay a tourism tax that the government has imposed on every hotel there engaged in the tourism industry. Also, in the previous period, people from the European Nations can travel freely from one part of the USA area to another. But the new rules have imposed restrictions on them to visit freely. New laws and regulations regarding this have been imposed (Orfila-Sintes and Mattsson, 2019, pp-100). Also, the political parties often change due to the election time. The price of the normal commodities that are used to face the demand of the customers has increased and the hotel has to face a loss due to it (Wang and Ritchie, 2011, pp-300).
The people of the USA have a mixed culture. People from all over the world come to this place to visit and stay. So, it has a mixed culture. Multiculture involvement has been seen in the nation and they welcome it cordially (Wilson, 2021, pp-400). 
In the legal factors, the country has some set rules for its employment wage system. The hotel cannot pay below that rate.  The hotel always tries to keep and maintain that rate. The recruitment policy is also very strict. The hotel needs to employ people from different nations and pay them properly (Kwon 2011, pp-70). The hotel tries to maintain and follow the CSR activities that are required by the nation and government.
[bookmark: _Toc135049347]SWOT analysis of Microtel Inn and Suites by Wyndham Sweetwater
PESTEL analysis helps to know about the external factors that are affecting the hotel industry. But also, the internal factors need to be analysed. For that reason, a SWOT analysis needs to be done. The major forces of the SWOT analysis are given below:
	Strengths
	Weaknesses

	· Increasing occupancy rate.
· Presence in the nation.
· increasing brand image.
	· Refund issues. 
· reducing global presence.
· Lower scope for training employees. 

	Opportunities
	Threats

	· Market is growing.
· Globally can be presented.
· Technological development
	· Introduction of tourism laws
· Increasing competition. 
· After COVID effects. 


Table 02: SWOT analysis.
From the SWOT analysis, we can see that the hotel has a higher occupancy rate in the market. The hotel is famous among the customer and visitors and it has a good market presence (Martĺnez-Ros, and Orfila-Sintes, 2019, pp-900). The hotel has a higher product value and the hotel’s brand image is very good among the visitors. The weaknesses of the hotel are the hotel has serious refund issues. For that reason, the visitor has complained a lot but the situation has not improved.
There are some opportunities for the hotel. The hotel market has been growing. So, there are many sectors in which the hotel can improve its service and enjoy the improvement (Repnik, 2012, pp-90). 






[bookmark: _Toc135049348]Main body
The hotel has some real-time advantages which makes the hotel famous among the visitor who come to visit Texas and enjoy their vacation. Also, there are some negative reviews for the hotel that are received from the visitor which makes the service of the hotel below expectation (Nieves, et al, 2014, pp-70). The hotel needs to work on that if they want to improve its service and gain its normal prestige and goodwill. The hotel needs some improvement.
[bookmark: _Toc128077687][bookmark: _Toc135049349]Some positive factors of Microtel Inn and Suites by Wyndham Sweetwater
Many positive factors are keeping the hotel the main choice for most consumers when they come to visit Texas and stay here. These positive factors are needed to be maintained properly if the hotel wants to maintain its goodwill for a longer period and obtain a higher number of visitors from the country (Orfila-Sintes and Mattsson, 2019, pp-384). The positive factors Microtel Inn and Suites by Wyndham Sweetwater are given below:
Hotel room: the main thing for any hotel and the main attraction for any hotel is the hotel room facilities that are being offered towards its visitor. For that reason, the Microtel Inn and Suites by Wyndham Sweetwater has the highest value in terms of room facilities. The hotel room is highly facilitated with all the necessary items that a visitor needs while they stay in the hotel room. The furniture is well equipped and also, the visitors can call for any equipment that they want by calling the hotel staff. The hotel is offering single queen beds, 2 queen beds, studio suits etc (Pikkemaat and Peters, 2016., pp-100). The visitor can call for both 1 queen bed or 2 queen beds according to their preference. The room has many facilities such as hairdryers, free Wi-Fi, a laptop workspace, towels, a bathtub, an alarm clock, air conditioning etc. The visitor can customize their hotel room equipment according to their preference. 
Safety and security system: the hotel always tries to ensure its safety and security. The hotel is highly concerned regarding that issue. The hotel always tries to ensure the security system of the visitor. It shows the locker system for the necessary and important documents to keep. The locker system is available for the guest in free of charge who stays in the hotel room. The hotel always keeps its hotel doors and windows locked when the visitor is not in the room (Nieves and Segarra-Ciprés, 2015, pp-55). For their safety. The guest has a key to enter the room. Also, the hotel management system has another key for safety reasons. The security guards are available 24 hours to give the security system towards the visitor.
Cleanliness: the hotel use disinfectant for their property. High-touched surfaces are being used as a cleanliness method. Sheets and towels are cleaned under 60 degrees/70 degrees or even hotter to disinfectant. Follow the rules and regulations of industry cleanliness for safety (Nieves and Segarra-Ciprés, 2015, pp-100). The hotel ensures and contactless check-in and check-out system. Cashless charges can be enjoyed by the customer. After COVID-19, the personal protective suit is worn by the staff. They use hand sanitiser and gloves for cleanliness. Increase the safety of food quality. 
Gym facilities and indoor games: Visitors and people from outside the hotel can enjoy the gym facilities and the indoor games. Here, the visitor can enjoy the 24 hours indoor gym facilities in the hotel (Karatepe et al, 2020, pp-2515). Often the visitor does not want to go out to do their task. They just want to stay in the hotel and relax themselves. In that situation, indoor gym facilities help them a lot to pass their leisure period. Also, they can enjoy their leisure period by doing many indoor games. Hotel has arranged such indoor game facilities for their guest so that they do not feel bored when they stay in the hotel. They can enjoy their indoor game with their family members or with other hotel guests. Doing such indoor games with other members of the hotel make a bond between them and they can get to know each other. Most of the guests of the hotel try to visit the indoor games room when they feel low or do not want to go outside (Yadegaridehkordi et al, 2020, pp-100). They just want to stay in the hotel and therefore, the indoor games room is one of the centres for attraction to the hotel authorities so the hotel authority is highly encouraged to introduce such gym facilities and many indoor games.
Pre-booking and food menu: The Microtel Inn and Suites by Wyndham Sweetwater is very famous for its pre-booking facilities (Scholz and Voracek, 2016, pp-50). The hotel visitor can pre-book their hotel by using many websites such as booked and many other websites are available. The hotel has enlisted itself in such websites so that the visitor can easily get access to their hotel and enjoy their pre-booking. The hotel does not charge any fee for its pre-booking system. They can choose their hotel room according to their choice and budget. The visitor can directly call to the hotel and book their room. Here the visitor can enjoy a free breakfast while staying in the hotel (Nieves et al, 2014, pp-40). Also, some renowned hotels and restaurants such as Sonic Drive-in, Whataburger, McDonald’s, Domino’s Pizza, and Amole restaurants are available and near the hotel. The visitor can easily go there and enjoy their food.
[bookmark: _Toc135049350]Some negative factors of Microtel Inn and Suites by Wyndham Sweetwater
The hotel has some negative sides which makes the hotel go underrated by its visitor and customers. Based on the complaints and feedback that are given by the visitors, the negative factors of the hotel are given below:
Increasing room temperature: the hotel rooms are facilitated with the AC. The visitor can enjoy their leisure period by staying in the hotel room. But sometimes the AC of some rooms are not working well. They temperature may sometimes rise to 38 degrees which obviously not a comfortable temperature. This will often bother the visitors to stay in the hotel room in such temperatures. They have to call the hotel management system and the staff to control the matter. Sometimes they have to exchange their room at night to get a comfortable room temperature. This is not a happy memory for the visitor during the leisure period. Also, it is very noisy (Nieves, 2016, pp-130). The temperature often increases due to the AC not working perfectly. This means the temperature is a huge issue and if it occurs the guests will not be able to stay in the hotel rooms as there is hot weather outside. and they may have to change the hotel rooms to stay at night. So, the hotel management needs to take utmost care when giving the room and check whether the AC is working well or not.
Hotel staff’s rude behaviour: Though the hotel staff of the hotel are well trained, they have been found misbehaving with the hotel visitor which is unwanted. Most of the time the visitor complained about the misbehaving of the hotel staff (Rahimian et al, 2021, pp-1420). Often the visitor of the hotel complained about the misbehaviour of the hotel staff and they become dissatisfied with their behaviour.  Also, the hotel staff do not come when they have been called for any services by the visitor. This type of unwanted behaviour by the staff members can make the whole goodwill down for the hotel. So, the authority needs to be careful regarding the issue.
Misinformation: often there seen an information gap between the hotel authority and with the visitors (Chung, 2020, pp-480). They booked for a room and after arrival they got another room which is not acceptable. Sometimes they pay some extra fee so that they get their chosen room. But often the authority says that the rooms are not available and they were asked to get another room which is not chosen by the visitor, this will increase the bad reputation of the hotel and the management and visitor will feel demotivated to stay in the hotel. Another example of an information gap is not collaborating with the guests and the hotel receptionist. The guests have complained that the front desk employee does not pay attention towards the visitor when they come to check in to the hotel.
Mismanagement: the hotel often give unprofessional services toward sits customer and visitor. They do not offer the required courtesy towards its visit. Also, the laundry price is high for the visitor. Some wires were hanging behind the TV (Banga et al, 2013, pp-75). Not enough plugs were available to charge and use for many other electronic devices. Also, the hotel did not furnish a handicapped shower. 
[bookmark: _Toc128077689][bookmark: _Toc135049351]Areas for improvement of Microtel Inn and Suites by Wyndham Sweetwater
Some other areas in the hotel require a lot of improvement to attract visitors. If those areas have been properly addressed and resolved, the current issues that the hotel is facing will be easy to handle the management. The areas of improvement are given below:
Resolving the information gap: The information gap that is happening between the hotel management staff and the visitor must be resolved (Zemke et al, 2015, pp-700). The visitors have to suffer a lot due to this misinformation. They will not want to stay in the hotel next time when they come to visit the town. Everybody wants a comfortable stay and they choose their room according to this. But if they do not get their chosen room obviously it will make them dissatisfied. 
Staff behaviour improvement: the hotel staff are very important to the hotel (Almanza et al, 2020, pp-15). They play the most important role to satisfy the hotel guest. For that reason, they need to be properly trained about how to behave with the hotel guest. They have to be always ready to give the best service towards the hotel guest and give them their proper service. Therefore, improvement of the hotel staff activities is necessary here. The staff need to behave perfectly with the guests and give them the best service when they need it. They have to keep them ready when the guest calls them. Also, they should use hand gloves due to the safety issues and after effect of COVID-19.
Room facilities ensure: the hotel is full of all the necessary facilities that a hotel has to have (Li et al, 2013, pp-800). But is has some issues regarding AC, cleanliness, insufficient electric plug etc. This needs to be resolved by the hotel authority to keep the visitor satisfied and come to the hotel again and again. The AC needs to be repaired, proper cleanliness needs to be ensured and always try to give the proper response when a visitor ask for something else besides the hotel room facilities.




[bookmark: _Toc128077690][bookmark: _Toc135049352]Findings & Results 
[bookmark: _Hlk134997226]Here are some positive activities that have been found by the consultancy firm while they checked about the hotel (Park et al, 2019, pp-100). The hotel has the best hotel room facilities with all the necessary furniture such as a microwave, tea/coffee machine, towels, refrigerator, hair dryer, iron, Ac etc. Also, the visitor can call the hotel staff for any kind of staff. Also, the hotel has a laundry system which can be used by giving a charge (Shin et al, 2020, pp-104). The hotel is safe for visitors as it has an ultra-security system along with security guards. The hotel has indoor gym facilities and the visitor can enjoy many indoor games during their vacation period. Also, the visitor can pre-book their room according to their choice and conduct a cashless transaction by using many bank cards (Barsky, 2012, pp-70). The hotel has a breakfast system for its visitor also they can enjoy their food from nearby restaurants as there are many famous restaurants available near the hotel. Also, there are many beautiful places near the hotel where the visitor can go and enjoy their vacation. 
	Activities (Positive)
	Findings & Results

	Hotel room facilities
	The hotel is equipped with all the necessary items that a room needs to keep the customer satisfied. The room facilities are facilitated with all the required equipment, hairdryer, iron, microwave, refrigerator, towels and all the required furniture (Li et al, 2013, pp-800).

	Ensuring security
	Security system is very important for a hotel. For that reason, the hotel authority has arranged some guard to secure the hotel. Also, it has locker system in where the guests can keep their necessary documents and other elements in safe in every room. 

	Gym and indoor game facilities
	The hotel has arranged some digital gym equipment and some indoor games so that the visitor won’t feel bore when the stay within the hotel and enjoy their leisure (Kandampully and Suhartanto, 2020, pp-105). Such facilities will help the guest enjoy their leisure and won’t feel bore during their stay in the room. This will also increase the bond among the guests. 

	Availability of pre-bookings
	[bookmark: _Hlk134997279]The hotel has arranged its pre-bookings through the online booking system for its visitor and also pay their payment in a cashless way. 

	Special food menu
	The hotel restaurant has food available for free breakfast and many well-known restaurants are very near to the hotel (Assaf and Magnini, 2012, pp-645).


Table 03: Positive effects of the hotel.
There are also some negative activities that the hotel has. It hampers the reputation of the hotel and makes the guest dissatisfied. There are some negative activities of hotels also found by the consultancy firm. The negative activities that are harming the goodwill of the hotel are given below:
	Activities (Negative)
	Findings & Results

	Mismanagement
	The hotel management authority along with the staff often do not behave according to the rules of the hotel (Lau et al, 2015, pp-350). the visitor often finds it very rude when they call for any staff.

	Misbehaviour by the staff
	[bookmark: _Hlk134997302]The staff should be always ready for any kind of services that they are obliged by. But often they do not give the service to the visitor up to their expectation. 

	Information median
	Often the hotel room that the visitor pre-booked did not give them. Rather they say that the room is not available and give them another room (Moyeenudin et al, 2018, pp-327). 

	Cleanliness 
	[bookmark: _Hlk134997330]Sometimes some of the equipment in the hotel room is found dirty and they do not wash the bed sheets and towels properly. 

	Noisy AC
	The room facilities are okay. But the sound of AC is very disturbing and there were not enough plugs for the electronic devices (Claver et al, 2016, pp-350. 


Table 04: Negative effects of the hotel.
[bookmark: _Hlk134997355]These are the negative effects and activities that have been found in the hotel. Room. The hotel often faces disrespect from visitors because of their mismanagement and poor behaviour of the staff towards its guest (Sainaghi et al, 2013, pp-155). They do not give the proper service to its visitor and it reduces their goodwill.  Also, the hotel authority and receptionist often give another room in exchange for the pre-booked room of the visitor by saying that the room is not available (elián-González and Bulchand-Gidumal, 2016, pp-25). All the staffs need to be trained properly on how to conduct their behaviour with the visitor (Tavitiyaman et al, 2012, pp-150). They should be always ready for giving the best service towards the visitor. As there is no refund system the visitor has to stay in their chosen room and it decreases the goodwill of the hotel. Sometimes the cleanliness is not maintained properly and it causes a great impact on the goodwill of the hotel. Also, the sound of the AC is very noisy and sometimes it does not work properly and it disturbs the visitor (Phillips, 2019, pp-100). There were not enough plugs for the electronic devices of the visitor that needs charging. The higher authority of the management should be more conscious while training their employees and management people (De Pelsmacker et al, 2018, pp-250). The management must be careful regarding that issue. The AC of the room needs to be given to the service centre or the hotel needs to buy some new AC for those rooms so that it won’t bother the visitor (Phillips et al, 2017, pp-249).
	

[bookmark: _Toc135049353]Action plan
There are some actions that the hotel needs to take if they want to keep their goodwill and attract more visits to the hotel (Kim et al, 2013, pp-405). The action plans that will help them to give the best service towards its visitor are given below:
	Problems
	Solutions
	Result
	Time

	The temperature of the room
	[bookmark: _Hlk134997385]The AC of the room needs to be given to the service centre or the hotel needs to buy some new AC for those rooms so that it won’t bother the visitor (Phillips et al, 2017, pp-249).
	The noise and heat of the room will not increase. As a result, the visitor will not give a negative review towards the hotel.  
	1.5 months

	Authority mismanagement
	The higher authority of the management should be more conscious while training their employees and management people (De Pelsmacker et al, 2018, pp-250). 
	The visitor will get their required services just after calling the management and hotel staff. This will increase their satisfaction and they will visit the hotel more and more (Sainaghi and Baggio, 2014, pp-100).  
	2 months 

	Hotel staff behaviour
	[bookmark: _Hlk134997413]All the staffs need to be trained properly on how to conduct their behaviour with the visitor (Tavitiyaman et al, 2012, pp-150). They should be always ready for giving the best service towards the visitor. 
	The rough behaviour from the staff will not be seen and the review will be positive from the visitor (Sirirak et al, 2011, pp-35).
	3 months 

	Misinformation
	The information that is given by the receptionist during the booking period needs to be matched when the visitor comes to the hotel in person (Xie et al, 2014, pp-10). They must be given the exact room that they have booked.
	The information gap or misinformation is not seen between the hotel authority and the visitor (Chen, 2011, pp-200). It will increase their satisfaction. 
	1.5 months

	Cleanliness and hygiene issues
	[bookmark: _Hlk134997443]All the staff must be used gloves and properly clean the bed sheets, towels and other furniture with properly disinfect ingredients (Sainaghi et al, 2020, pp-450). 
	The cleanliness and hygiene will be maintained and this will increase the possibility that they will visit the hotel more often when they come to visit Texas.
	2 months 


Table 05: Action plans of the hotel.













[bookmark: _Toc135049354]Recommendations
A hotel is a place where visitors come and want a relaxing stay. But often the behaviour of the management dissatisfies the visitor, the behaviour of the staff is rude, the hotel rooms are not well cleaned, the AC of some rooms are not working well, there have seen a misinformation and information gap among the visitor and the management etc (Sainaghi et al, 2020, pp-450). An action plan needs to be taken to reduce such activities and increase the satisfaction of the visitor. So, here given some recommendations regarding such issues are:
· [bookmark: _Hlk134997478]At first the hotel needs to maintain a proper hotel room facility for its visitor. Sometimes it does not give proper room towards its visitor. Sometimes the visitor prebook one room and when they come to stay, they get another room by saying that the booked room is not available (Shin et al, 2021, pp-105). 
· The hotel room facilities such as AC are very noisy. The AC of some rooms are not working well and it increases the room temperature. That needs to be taken care of. Also, proper electronic plugs need to be input into the hotel room so that the visitor can charge their electronic device freely (Assaf et al, 2015, pp-80).
· The cleanliness of the hotel room facilities needs to be ensured. Proper disinfecting facilities need to be maintained. The hotel staff should use gloves due to the pandemic of COVID-19 and also for the cleanliness facilities. All the furniture needs to be properly cleaned and maintain hygiene (Shin et al, 2021, pp-105).   
· [bookmark: _Hlk134997505]Positive reviews and satisfaction are highly dependent for any hotel on the behaviour of the hotel staff and the management. Also, they should be always available when the guest calls them for services. Also, the price of the laundry needs to be kept within the range as some customers give bad reviews regarding this and the price of the laundry is quite high (Sirirak et al, 2011, pp-35). 
These are some recommendations that the hotel can follow if they want to give the best service to site visitors and attract more visitors. 
[bookmark: _Toc135049355]
Conclusion
The whole consultancy report contains information on Microtel Inn and Suites by Wyndham Sweetwater. This report shows the positive and negative activities of the hotel that effects the reviews that the hotel is receiving from visitors. Every hotel has some positive side and negative side. Every hotel needs to ensure that they should maintain positive activities and try to remove or reduce the negative activities that directly affect the goodwill of the hotel room. The hotel contains some positive activities such as- the hotel room being equipped with all the necessary furniture (Kandampully and Suhartanto, 2020, pp-105). The security system of the hotel is very strong. The visitors use an electric card to enter the room also, some strong security guards are ready to guard the hotel security system. Also, the hotel has a free breakfast system and some famous restaurants are very close to the hotel where the visitor can easily go and enjoy their food (Nieves, et al, 2014, pp-70). Also, the hotel has some negative activities that are directly affecting the reputation of the hotel. The management often does not behave up to the mark. The hotel staffs are not available when they are called upon (Kwon 2011, pp-70). 
The consultancy report is presented by the AHA hotel consultancy firm in Texas. The firm has tried its best to identify the problem along with the solutions for the hotel room. The hotel must train its employees and staff to behave correctly with the visitor. The bed sheets and towels need to be cleaned properly (Chung, 2020, pp-480). Proper indoor facilities and gym facilities needs to be ensured by the hotel so that the visitor can enjoy their indoor vacation also. By taking all the necessary actions and recommendations that have been given by the hotel consultancy firm, the hotel can assume themselves they will get the best review from the hotel visitor (De Pelsmacker et al, 2018, pp-250). Already the hotel is most of the time getting excellent reviews. But sometimes the hotel gets negative reviews due to its lack of management. By following the consultancy report, the hotel can ensure the best service for its visitor and help the visitor to enjoy their vacation in Texas.  
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