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Executive Summary
The Dragon Hotel in Swansea's core offers excellent service and top-notch amenities. The hotel's M4 position lets visitors walk to Swansea Train Station and the main bus station in 5 minutes. The Dragon Hotel is within walking distance from Swansea's Grand Theatre, Waterfront Museum, LC2 Water Park, and nightlife. Rhossili Bay is one of the numerous award-winning beaches near the city. The hotel offers free high-speed Internet, flat-screen TVs in every room, 24-hour room service, daily housekeeping, and friendly staff. The Dragon Hotel's Leisure Club, which has an 18-meter indoor pool, men's and women's saunas, and a fitness centre, is free for guests. Pre-book a beauty treatment. The Dragon Hotel's Brasserie & Cafe Bar serves AA-rosette-winning European cuisine and light snacks in a sophisticated, informal setting. The Dragon Brasserie & Cafe Bar serves alcohol. Breakfast is continental and British. The Dragon Hotel is one of the few downtown hotels with parking (for a fee).
The hotel has contracted with Luminous Consultancy Services to find the root of the problems and recommend remedies. According to reviews submitted on various hotel booking services, guests have expressed dissatisfaction with the hotel's hygiene, food prices, room service, restaurant layout, fixtures, etc. Therefore, before visiting the hotel and delving deeper into the actual difficulties, external and internal environment assessments have been conducted. The PESTEL study uncovered that the hotel's performance was significantly impacted by its external environment. Covid-19 and Brexit have been linked to numerous changes in the hotel sector. Due to health and safety laws, immigration restrictions, minimum wage increases, and other considerations, businesses have reduced their workforce. The company's decision to fire off 20% of its global personnel has increased job insecurity at the Dragon Hotel in Swansea. Hilton Cardiff, with its emphasis on customer service, necessitates a motivated and committed staff to achieve its goals. The contentment of both employees and customers is intertwined, which is why this paper analyses factors that may dampen morale.
The hotel's strengths, opportunities, threats, and weaknesses have all been analysed using the SWOT method. Problems at this hotel can be categorised into two broad categories: infrastructure and service. The former category covers things like furniture and fixtures, bathroom fittings, room layout adjustments, and the like, while the latter comprises cleaning, housekeeping, food processing, and serving.
The problems have been ranked from most important to least in terms of how they affect completing the tasks. The hotel's priorities were established after being mapped out using the SOSTAC model, a strategic management tool. Below, you'll find a table showing how several projects stack up against one another.
Each step has been identified through analysis of input from prior guests and an internal assessment of the property. In-depth conversations with employees have also contributed to identifying the hotel's problems and their root causes. Covid-19 has caused a significant drop in the available workforce because many skilled people have resigned. The result is a drop in productivity and a lack of enthusiasm among the staff, both of which are reflected in their treatment of customers. Even while the current kitchen staff is adept at producing meat and fish dishes, many vegan and vegetarian customers still want to be able to request the vegetarian and vegan options they like. Adding four more cooks to the kitchen will allow the restaurant to provide more options on the menu and improve the speed of service.
There has been a serious lack of hygiene in the spa and pool areas, hence the supervisor must be replaced. You may rest easy knowing the locker room floor will be cleaned consistently if you develop a regular cleaning schedule and assign particular employees to carry it out. Equally applicable to the management of housekeeping and room service.
After the issues have been found, a table has been prepared that details the problems, the time frame required to resolve them, and the estimated cost. Just so you know, that plan involves the following:
	Issues
	Actions
	Timeframe (within 2023)
	budget

	Broken plumbing and shower fixtures
	Locating problem areas and replacing their fixtures and furnishings
	From April 1st to June 30th 

3month 
	£20000

	The architecture of the Space
	Transforming the Room by Rearranging Furniture and Adding New Televisions
	From April 1st to May 31st 

2 months
	£25000

	Menu
	Acceptance of dietary preferences and vegan and vegetarian dishes available. The expenses will originate from the necessity of hiring new cooks and purchasing more ingredients.
	May 1st to July 31st 

3 months
	£30000

	Lack of Workers
	Bringing in new workers, training them, and helping them grow
	May 15th to June 30th 

1 and half month
	£25000

	A lack of adequate lighting
	The Dragon Hotel Swansea has to install new lights, both low and bright, so everyone can see
	June 16th to August 15th 

3 months
	£20000

	Utility Failure
	Locating and mending all of the malfunctioning analogue phone jacks and USB ports
	July 1st to September 15th 
2 months
	£30000



Each event is scheduled for a specified date during the next six months. A forthcoming football and rugby competition is scheduled for September 2023, so it is imperative that all maintenance and repairs are completed by then. In conclusion, if the plan is performed properly while guaranteeing employee involvement and motivation, the organisation's goals of attracting and sustaining customers at the Dragon Hotel Swansea and making them loyal clients will be more readily attained.
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The Dragon Hotel is a popular choice for visitors to Swansea because of its prime downtown location and luxurious amenities. Within five minutes, you can stroll to either Swansea Train Station or the Central Bus Station, and it's easy to get to the hotel from the neighbouring M4. The hotel has many positive qualities, but it nevertheless manages to disappoint some customers with, among other things, its poor service, shoddy amenities, expensive pricing, and inconsistent room service. The hotel has fully recovered from Covid-19, but personnel and service issues linger, (The Dragon Hotel, 2023). This paper focuses on issues encountered by hotel guests, examines their main causes, describes the pertinent context, and evaluates viable solutions. The hotel's strengths and shortcomings have been evaluated in order to develop new ways to better meet its visitors' needs and make a favourable impression on them, (Vaněk, 2020). To ensure customer satisfaction and loyalty, the hotel has recruited Luminous Consultancy Services as a consultant to study customer reviews and employee feedback in order to identify the key challenges. In this study, a PESTEL analysis will be conducted to discover the root cause of the problem and provide a comprehensive view of the hotel's operating environment. The hotel's SWOT analysis will also consider its strengths, weaknesses, threats, and growth potential. These two evaluations will serve as the basis for both external and internal analyses, providing a bird's-eye view of current difficulties and future possibilities, as well as a feeling of what lies ahead, (Feys and Probert, 2019). In addition to the strategic choice cascade, the SOSTAC model, a tool for situational analysis, will be utilised to establish the nature of the issue and the optimal course of action. 


[bookmark: _Toc127514134]Scope and Analysis
[bookmark: _Toc127514135]Background of the hotel Dragon in Swansea 
The Dragon Hotel is a popular choice among travellers because of its prime downtown Swansea location, excellent customer service, and modern facilities, (The Telegraph, 2023). The hotel is conveniently situated near the M4, and it is only a five-minute walk from both Swansea Train Station and the Central Bus Station. The Dragon Hotel is conveniently located within five minutes of Swansea's vibrant theatre, museum, water park, and nightlife districts, including the Grand Theatre and Waterfront Museum, (The Dragon Hotel, 2023b). Rhossili Bay, widely regarded as one of the world's best beaches, is just one of several such beaches in the region. 
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Each of the hotel's spacious rooms comes with a variety of convenient amenities, including free Wi-Fi, air conditioning, flat-screen TVs, bathtubs and showers, 24-hour room service, daily housekeeping, and a 24-hour front desk. The hotel's Leisure Club features an 18-meter indoor swimming pool, men's and women's saunas, and a fitness centre, all of which are available at no extra cost to guests of The Dragon Hotel, (Bowes, 2021). 
Beauty services can also be scheduled in advance. The European-style Brasserie & Cafe Bar of the Dragon Hotel, which has been granted an AA Rosette, is a wonderful place to have a meal. The bartending staff at Dragon Brasserie & Cafe Bar serves a wide selection of alcoholic drinks. Each morning, guests have access to a complimentary breakfast buffet featuring both traditional English breakfast fare and a selection of continental breakfast selections, (Nast, 2022). The Dragon Hotel is a good option if one needs a centrally located hotel that also has parking (for a fee, of course).
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From lots of online reviews are two where in the first picture one visitor gave a very positive review mentioning that they got warm reception and comfortable car parking facilities while visiting for a family vacation, (Tripadvisor, 2023). They were happy having a clean and decent room and an excellent breakfast. 
On the other hand, in the second picture, one visitor complained about the shortage of staff, poorly served food and the old design, (Tripadvisor, 2023). He even doesn't want to visit the hotel again after having a bitter experience for the second time. 
[bookmark: _Toc127514137]Dimensions of the Covid-19
Improved Tidiness:
Disinfectant use; linens washed at 60°C/140°F or above; followed the Dragon Clean Project for cleaning procedures 
Other Protective Actions:
The convenience of contactless check-in and check-out; the availability of cashless transactions; the provision of hand sanitiser; the implementation of advanced food safety measures; the provision of contactless room service, (Hospitality Technology, 2021).
The hotel puts in 100% effort to make sure their guests are satisfied; however, they're missing key essentials.
· Speedy in-room service
· reasonably priced meals, (Japutra, 2022)
· standard coffee-making gadgets 
· street noise is minimal
· spotless Spa and pool changing rooms 
· well-working air conditioning, televisions, and bathrooms 
· expanded vegetarian and vegan alternatives
The hotel's strengths and shortcomings can be better understood when the hotel's external and interior surroundings are analysed jointly. The term "external analysis" refers to the practice of conducting an impartial examination of national and international trends that may have bearing on a hotel's operations, (Ansah, 2017).
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	Factors
	Descriptions

	Political 
	Tourist taxes, (Massidda and Piras, 2022); social quarantine, lockdowns, etc. in the event of a pandemic; altered travel laws in the wake of Brexit; the continuation of the Cost of Living Allowance for Seasonal Employees, (Common, 2021).

	Economic
	A more volatile GDP growth rate can be attributed to high inflation, which peaked at 8.8% in September 2022, and rising living costs, (Beiser-McGrath, 2022).

	Social 
	Changes in lifestyle as a result of inflation; fewer tourists due to higher transportation costs; heightened apprehension about personal contact because of the Covivirus X19 pandemic, (Jones, 2022).

	Technological
	The Dragon Hotel Swansea Honors uses software for managing guests and employees, accepts digital payments and bookings, (Tripadvisor, 2023) and provides guaranteed customer support through a dedicated booking app.

	Legal
	Constraints on available personnel because of changes in immigration policy, (Gov.UK, 2021); a scarcity of trained hospitality workers; a failure to take adequate measures to guarantee patients' safety during the covid-19 study.

	Environmental
	Long-Term Sustainability Encouragement, (Solway, 2021); reducing one's consumption of fuel and energy; decreasing one's use of nonrenewable sources of power such as fossil fuels
The emphasis should be shifted to recycling.



Recent political, economic, and social changes in the UK, such as Covid-19, Brexit, and the conflict between Russia and Ukraine, have had a significant impact on the hotel business, as evidenced by the closure of the Dragon Hotel Swansea. Hospitality workers are departing because they are worried about their jobs in light of the increased frequency with which their businesses are closing, (Massidda and Piras, 2022). Bookings at the Dragon Hotel Swansea are down 88% for 2021 compared to 2019 as a whole, reflecting a decline in the Welsh tourism industry as a result of the political upheavals. Due to the lockdown policies, safety precautions, travel rule modifications, etc., the hotel was closed for several days.
There is tight pressure on workers in the hotel business in the United Kingdom due to the unpredictability of their income and the regularity with which they experience layoffs, furloughs, and other forms of employment disruption, (Sargent, 2022). An estimated 4,75,000 hotel workers were impacted by the Covid-19 furlough scheme. By avoiding firing off any of its employees, the Dragon Hotel in Swansea was able to prevent an immediate decline in morale.
This year's inflation rate in Britain is 4.2%, the highest amount in 40 years, (The Times, 2023). It's become tougher for many people to afford costly trips due to rising prices for food, transportation, fuel, and energy. The Dragon Hotel in Swansea is feeling the pinch of rising commodity expenses like gas and groceries.
In today's high-tech world, all promotional, managerial, and ancillary jobs require the backing of advanced technology infrastructures, (Huang and Bilgihan, 2021). The Dragon Hotel Swansea cooperates with a variety of booking sites, including Booking.com, Expedia.com, Travelocity, and TripAdvisor. The hotel's Dragon Honors app is another wonderful option for guests to get in touch with the staff on a one-on-one basis to discuss bookings, (Tripadvisor, 2023).
The Dragon Hotel Swansea has a stellar reputation among travellers during the rugby season. Guest satisfaction is prioritised; thus employers look for hardworking people who can deliver. The new immigration laws have had an effect; therefore, the hotel needs a strategy to retain its best workers, (Gov.UK, 2021).
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	Factors
	Descriptions

	Strengths
	Location close to several popular attractions (just a three- to four-minute stroll away)
one can walk to the theatre in about 9 minutes and can drive to the airport in the same amount of time.
Modern, pet-friendly lodgings (Wi-Fi, flat-screen TVs)
The establishment of Covid-safety procedures, (The Dragon Hotel, 2023b)

	Weakness 
	Resorts with hot tubs and swimming pools (cost reduction, pool attractiveness)
Providers of Housekeeping Services at Hotels (in washrooms and changing rooms).
Insufficient Service Management Programs for better room service, (Tripadvisor, 2022).
Contextualisation of furniture and other objects (shredded carpets, torn wallpapers etc.).
Absolute change of old-fashioned infrastructure. 

	Opportunities
	Catering to visitors in town for the Rugby Tournament; Introducing streamlined mobile app reservation options Guests can enjoy a continental breakfast in a buffet style, (PwC, 2021).
Methods for generating brand awareness using social media (influencer marketing, etc.), (Buttrick, 2019).

	Threats
	Among Coal Exchange's primary competitors are Hotel Indigo, New House Country Inn, and Park Plaza.
Competition from lodging alternatives like Airbnb and vacation rentals has increased.
Crude oil, natural gas, and electricity prices, along with the rising cost of labour due to changing immigration policy, have created a perfect storm of escalating costs for businesses, (Bahar, Nenonen and Starr Jr, 2022).



Strengths: The convenient location of the Dragon Swansea is one of the hotel's best features. The hotel's convenient location allows guests easy access to nearby airports, subway stations, and points of interest. In addition, the view of several different national castles is breathtaking. Recent guest reports indicate that the rooms and the included breakfast were well received, (The Telegraph, 2023). In a nutshell, those are the hotel's strongest points.
Weaknesses: Several one-star reviews were made across several booking platforms, all of which stated that customers complained about the exorbitant rates at local eateries and watering spots. In addition to upgrading the lighting in each room, it is necessary to replace a number of fixtures and furniture components. Furthermore, more training is needed for the housekeeping and room service staff because they are not up to par with visitor standards.
Opportunities: By creating a training program that highlights the benefits of working for the firm, The Dragon Hotel Swansea may be able to increase both its hiring and retention rates. By showcasing the employee's achievements and awarding them annually for reaching milestones, the loyalty program can also help in retaining the employee, (Ivanov and Webster, 2021).
Threats: Employee turnover may increase if it is less difficult to switch hotels or find temporary work. Employees in the hotel sector have expressed dissatisfaction with the high turnover rate in their industry. In addition, the epidemic has resulted in an increased focus on personal hygiene. The rising cost of commodities like crude oil, natural gas, and electricity means less disposable income for everyone, (Bahar, Nenonen and Starr Jr, 2022).
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The hotel's security and cleanliness have been praised, but it has been criticised for its expensive food and drink, unclean facilities, stained carpets, and intermittent water pressure in the showers and sinks, (Noordzij, 2014). In the opinion of some guests, the rooms are in need of an upgrade due to the presence of flaking paint and unsecured fittings. There were also numerous reports from guests about how the spa and gym were hopelessly out of date and in need of an upgrade.
All of the issues stated above can be thought of as either external or internal. Problems with the physical plant can be classified as the exterior, whereas issues with the behaviour of personnel might be classified as internal. Below is a breakdown of these issues:
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It's true that the physical location has both beneficial and detrimental aspects. Because of its beautiful location, the Dragon Hotel Swansea is a tourist hotspot, (The Telegraph, 2023). Reviews from customers, however, have highlighted a few issues:
· Fixtures in the restrooms: there are cracks inside some of the sinks. The soap dispensers and several of the showers are somewhat antiquated.
· In some of the rooms, the USB ports, phones, and other conveniences don't work.
· The air conditioning and ventilation system were loud, there weren't enough towels for the two people staying there, and the refrigerators were noisy.
· Guests may find the televisions in their rooms to be in an inconvenient location (at just the proper angle to the bed).
· Although some visitors have mentioned that the rooms are too dark for their comfort, others have liked the sultry ambience that the reduced illumination provides.
· Negligible availability of freebies such as floss, earplugs, and makeup remover kits. You have to place a special order for those.
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Future initiatives
Space's Interior Design
To provide a good first impression, a hotel must ensure that its guest rooms are well-designed. The Dragon Hotel in Swansea has 50 rooms with TVs facing the wrong way around. Some chairs are in the wrong places, which takes away from the otherwise relaxing atmosphere. This calls for a change in the conventional orientation of such installations. Because walls need to be moved in 35 of these rooms, renovations are essential. All other room layouts are fine; no further redesigning is necessary.
Renovating the House: Putting in a New Toilet
It is expected that the bathrooms in a four-star hotel will be pristine, including the sinks, tubs, and showers, (Brotherton, 2017). The cracked fixtures in the bathrooms at The Dragon Hotel in Swansea need to be quickly identified and fixed. This includes things like taps, showers, floor drains, basins, and more.
Subpar Lighting
It will be possible to select between two distinct lighting styles for each room. Low-light settings will be available in addition to regular, bright lighting.
Problems with Utilities and Other Systems
All faulty appliances and old fixtures will be swapped out for new ones in a month. It will take time to find suitable replacements, therefore a set budget and time frame are essential, (Pohle, Blind and Neustroev, 2021).
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Management has addressed the changing room floor's cleanliness with the cleaning staff after receiving complaints from customers. There have also been numerous reports of uncleanliness, including rooms, bathrooms, sinks, and tubs. Unfortunately, the room service is extremely slow despite the friendly and helpful front desk employees. Standard guest gripes include dissatisfaction with the high cost of a stay and a dearth of included services. The restaurants provide both vegetarian and non-vegetarian selections, though the vegetarian ones typically sell out first. In addition, many guests have mentioned that they feel the spa and dining costs are too much for the services they receive.
Pre-requisite actions 
· Maintaining Hygiene
Rooms are serviced and cleaned on a spotty schedule, often right after guests have checked in. A lot of people aren't happy since the locker rooms at the spa and pool aren't cleaned often enough. To find a solution, numerous interviews with staff members have been conducted. The lack of a regular cleaning schedule and the small number of cleaners is noticeable, (Bastic, 2021). Problems may go unresolved due to an inadequate quantity of management staff in relation to the number of guest rooms.
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· Personal and Room Services
Fast and considerate room service is essential to making guests feel like they are truly valued and cared for. As a service industry, hospitality management necessitates flexibility in order to meet the needs of consumers with widely diverse preferences and routines, (Amatullo and Shea, 2021). Some frequent complaints concerning the room service at The Dragon Hotel Swansea include the following:
Lack of complementary supplies, slow service, and trouble connecting to the front desk are all issues that guests have reported.
The number of employees allocated to the room-service desk was found to be insufficient in an audit. During the Covid-19 epidemic, The Dragon Hotel Swansea, like many of its sister properties, had to lay off a large number of employees. Though they were assured they would be rehired, many of the furloughed hotel workers never came back to their positions, (Eluwole, 2022). As a result, some inexperienced young people have been hired and will need extensive training.
· Providing Food and Drinks and Related Services
The breakfast is consistently praised as being one of the best parts of staying at this hotel. However, diners have expressed concern over the availability of some items on restaurant menus. Meat-based foods are plentiful, while vegetarian and vegan options are limited. The menu obviously needs to be revamped, (Cousins et al., 2021). Therefore, more chefs are required so that a greater range of dishes may be prepared. There are currently six chefs, four of whom focus on meat dishes and two who are experts in vegetarian and vegan cuisine. When waiters also have to take care of appetisers and desserts, it might be difficult to keep up with a large volume of orders.
To meet the increased demand for quick service, the kitchen had to hire four more chefs. New vegetarian and vegan options will be added to the menu as well to keep the regulars happy and bring in new business, (Gonzalez, 2022).
· Strengthening the Workforce
According to responses from workers, there is a shortage of staff for some services. Although there is no housekeeping staff, there are four workers in charge of the pool and spa. There are ten corridors connecting the various rooms and common areas, such as the kitchen and restrooms. Housekeepers and cleaners have not been hired in adequate numbers. Many of the current cleaning staff lacked experience when they were hired after December 2021, which adds another layer of difficulty. Consequently, new leadership at the hotel's helm is necessary.
Customer service at the front desk and the parking services are two areas that consistently receive high marks from reviewers, (Yang, Luu and Qian, 2021). The conference room staff has also been praised for their friendly demeanour and high level of professionalism.
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The workers at the Dragon Hotel in Swansea established the Dragon Clean Project after the COVID-19 outbreak. Diversey, a leading global provider of infection prevention, infection control, and cleaning and hygiene solutions, partnered with the Dragon Hotel Swansea to offer guests a guarantee that would alleviate their anxieties during the booking process, (The Dragon Hotel, 2023a).
For the sake of everyone's protection, an illustration of the kind of initiative taken by the Swansea, United Kingdom, Dragon Hotel can be found below.
Guest check-in can be made less of a breeding ground for disease with the help of isolation booths and automatic hand sanitiser stations. Spraying high-touch surfaces including check-in kiosks, lift controls, door handles, and handrails with disinfecting products that satisfy European standards and are effective against Coronavirus is recommended, (Davras and Durgun, 2021). Their bedroom is completely secured, down to the bolts on the door knobs and the nightstands.
Since all of the housekeepers at the Dragon Hotel Swansea are directly employed by the hotel, rather than contracted out to a third party, the hotel is able to provide training in accordance with the criteria established by the Dragon Hotel Swansea Clean Project. In order to ensure that guests have a safe and sound night's sleep, all linens are washed at 60 degrees Celsius, the recommended temperature for thermal disinfection. They have hidden an extra set of pillows in a sealed bag for the safety of their visitors.
Maintaining a risk-free working environment by supplying personnel with items such as gloves, aprons, face masks, and hand sanitiser, (Chang and Han, 2022). The Dragon Hotel has revised its team practices in light of the new regulations, and employees are allowed to choose whether or not to use safety equipment.
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The SOSTAC model helps to identify the most pressing problems facing the company and to crystallise the objectives that define its current, realistic aims, (Johnson et al., 2020). The objectives can only be attained by the creation of suitable strategies, plans of action, and tactics. Here are the measures that make up the SOSTAC framework:
Situational Analysis: Despite the abundance of positive comments, several reviewers have pointed out the hotel's lack of upkeep, the expensive cost of the food and the rent, the absence of freebies, and the uncomfortable furnishings, (Smith, 2018). Having identified the issues, it is hoped that they can be resolved over the next three months.
Objectives: Within six months, the Dragon Hotel Swansea will have resolved all customer complaints to the point where they will feel comfortable recommending it.
Strategy: Fixing anything that breaks immediately, replacing worn-out bathroom fittings, engaging educated staff to manage and monitor housekeeping and room service, supplying the kitchen with vegan and vegetarian options, etc, (Liu-Lastres, Wen and Huang, 2022).

Figure 1: SOSTAC Model
 Source:(Smith, 2018)
Tactics: the process of outlining a strategy, assigning resources, and soliciting employee feedback, (Willink, 2020).
Action: Assigning work to the right people Managers who were swift and accurate in the first poll, for instance, (Walker, 2017). Step two will be to make preparations for hiring and onboarding the extra staff. Finally, double-check your efforts to ensure the greatest possible results.
Control: Process monitoring entails keeping tabs on everything, figuring out what needs to be adjusted, and setting the parameters. This will take no less than six months to finish.
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The report's breadth and main body highlight the many attractive aspects that have contributed to the Dragon Hotel's stellar reputation among travellers. There are many complaints about the hotel, yet the front desk service, breakfast, location, and event organising are regularly commended, (The Guardian, 2022). The following sections provide a synopsis of the most significant findings and outcomes, broken down by theme:
Cleaning Services
This service entails not only indoor but also outdoor and spa/pool cleaning.
	issues
	Findings 

	Room
	There are not enough supervisors and room cleaners to get the job done.

	Fitness Center with Indoor Pool
	It needs to be wiped down every 20 minutes.

	Outside
	As of Right Now, This Is Not Necessary.



There isn't always enough help to ensure that the rooms and spas are spotless. Thus, new cleaners must be employed. There is no one in charge of any portion of the cleaning procedure because there is no set schedule. The hotel's cleaning operations may be kept on track with the use of a weekly cleaning schedule that specifies which staff members, shift supervisors, and management are in charge of cleaning which areas and at what times, (Shekhar, 2020). Things like lawns and driveways get frequent care. 
Room Services 
	issues
	Findings 

	Poor quality of in-room service
	In order to speed up room service, the hotel has to hire ten more employees.

	Poor or nonexistent shower fixtures and plumbing.
	This problem needs to be fixed within the next two months.

	Poorly laid out rooms
	This won't be updated until two months from now, and it's not a high priority.


	Poor lighting options
	Immediately, the hotel will replace any inefficient light bulbs, but it will take two months to install new light fixtures that can use both types of bulbs.



Several rooms' phones and/or ports have ceased working and will need rapid attention. Another common gripe was that getting room service took too long and required too many phone calls to the front desk. To resolve this, they should will be assembling a group of specialists, (Beuls and Van Eecke, 2022). The Dragon Hotel Swansea, like many other hospitality businesses, struggles to maintain employee interest and enthusiasm to the point where they reliably provide outstanding service.
Catering Services
The breakfasts at the Dragon Hotel in Swansea have won numerous awards. Some visitors have suggested making breakfast free, but at only £8, it's still very reasonable. In any case, the following are the problems that have been previously identified:
	issues
	Findings 

	Cooks Needed
	It has been determined that four additional chefs are required to adequately staff the eateries, (Morrison, 2022).

	Transformation of the Menu
	Vegan and vegetarian choices are essential.

	Serving
	The waiters need practice in receiving orders and bringing food out quickly, (Lee and Mattila, 2021).

	Installation of a bar
	The Dragon Hotel Swansea needs 10 additional barstools.



The restaurant has a pleasant and revitalising interior, with flexible seating options for a range of aesthetic experiences. Due to the high volume of solitary travellers, there must be more bar stools or tables for one, (Siam and David, 2022).
While the cooks pride themselves on the high quality of their food and drink, they struggle to keep up with demand during lunch and evening rushes, (Morrison, 2022). For this reason, we are in need of four additional cooks to assist with our usual menu. The current menu also offers scant selections that are suitable for vegetarians and vegans. Since the current kitchen staff lacks specialists in vegetarian and vegan fare, it's important to hire at least two additional cooks who can fill this void. Depending on what's in season, the restaurant can provide a variety of different cuisines.
Personnel Administration
Brexit and the Covidian-19 outbreak have created a period of transition in the UK hotel industry. As a result of Brexit, changes were made to British immigration legislation, which has contributed to rising unemployment, (Gray and Davies, 2022). The hospitality business saw a severe shortage of qualified workers during covid-19 when 345,000 workers quit their jobs and returned home. The current economic climate has created widespread anxiety among workers, which is mirrored by the personnel at the Dragon Hotel.
Hotel management must, therefore, learn about employees' needs to provide for them adequately, (Baron and Armstrong, 2007). The identified problems with the hotel staff are as follows:

	issues
	Findings 

	Safe Employment
	There needs to be a better emphasis on and dissemination of retention programs, furlough policies, and performance reviews, (Baron and Armstrong, 2007).

	financial and otherwise motivation
	Employees are provided with the necessary benefits, (Gray and Davies, 2022).

	Bringing in a Qualified New Employee
	Strategies for attracting and retaining talented workers and seasoned executives over the long run, (Brierley, 2006).

	Relationship-Building Exercises
	Consistent costume parties, other morale-boosting activities, and other forms of staff involvement are held.


Overall, a comprehensive strategy should be developed to guarantee staff engagement. Employees who feel secure in their jobs and invested in the hotel's success might help reduce client complaints about service quality, (Torrington et al., 2017). The new plan of action should be proposed after an in-depth discussion of the employee's thoughts on the current leadership model, management structure, etc. It needs to be finished in a month so that the entire hiring, training, and development process may be wrapped up in three. If you keep your staff enthusiastic, you'll have happier consumers who are more likely to stick with your brand.
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	 Number
	Issues
	Actions
	Outcomes
	Timeframe (within 2023)
	budget

	1
	Broken plumbing and shower fixtures
	Locating problem areas and replacing their fixtures and furnishings
	Positive experiences for visitors that encourage continued support for the brand, (Burnes, 2014).
	From April 1st to June 30th 

3month 
	£20000

	2
	The architecture of the Space
	Transforming the Room by Rearranging Furniture and Adding New Televisions, (Burchak and Shmelov, 2022).
	Improve the comfort of the guests.
	From April 1st to May 31st 

2 months
	£25000

	3
	Menu
	Acceptance of dietary preferences and vegan and vegetarian dishes available. The expenses will originate from the necessity of hiring new cooks and purchasing more ingredients, (Munir, 2021).
	Putting the diner's needs ahead of everything else
	May 1st to July 31st 

3 months
	£30000

	4
	Lack of Workers
	Bringing in new workers, training them, and helping them grow,(Smith and Eldridge, 2021).
	As a means of better serving prevailing customers
	May 15th to June 30th 

1 and half month
	£25000

	5
	A lack of adequate lighting
	The Dragon Hotel Swansea has to install new lights, both low and bright, so everyone can see
	Affirming to clients that their opinions will be considered, (Baum, 2020).
	June 16th to August 15th 

3 months
	£20000

	6
	Utility Failure
	Locating and mending all of the malfunctioning analogue phone jacks and USB ports
	Customer satisfaction and favourable feedback
	July 1st to September 15th 
2 months
	£30000



[bookmark: _Toc127514148]Recommendations 
The prior investigation has revealed a number of issues and their respective solutions. However, not every issue deserves the same level of attention. This emphasises the relevance of prioritising and ranking tasks. These are some recommendations:
· Giving phones and USB ports, which are used frequently by fatigued visitors, the priority when it comes to repairs, (Koc and Yazici, 2021).
· Before putting them in the bathroom, check for mould on the fittings and fixtures to make sure they are mould-free.
· Giving all workers the training they need to do their jobs well, (Karanovic, 2021) such as providing speedy room service and keeping the spa and pool areas clean
· To replace old light fittings with new ones of the opposite type before installing new light fixtures in the space, (Riewoldt and Hudson, 2021).
· The restaurant plans to hire new cooks and wait for staff to improve food safety and quality, as well as a new manager to oversee operations.
· To best serve consumers, we recommend hiring people who are well-informed, diligent, and friendly, (McCall and McMahon, 2020).
· Learn About Emerging Improvements in Quality
· Using data analytics and modern technology
The final inspections could be delayed if cleaners have to physically report or use WhatsApp to report. The software used to oversee hotel housekeeping tasks also gives managers an idea of how each guest room stands in terms of cleanliness before an inspection is performed.


[bookmark: _Toc127514149]Conclusion:
This consultancy report highlights the many positive aspects of the Dragon Hotel Swansea, including its prime location, helpful staff, delicious breakfast, and cosy guest rooms. Given the opportunity to address the hotel's present and future concerns, our Luminous Consultancy Services has identified a number of issues in need of attention. The hotel's convenient location in relation to both the airport and the railway station is well-regarded. In addition, it's a great place for rugby enthusiasts to stay in order to be near all the action at regional matches. The hotel's breakfast and front desk staff have been singled out for appreciation by numerous customers. The hotel's shortage of available personnel has negatively impacted cleaning, housekeeping, pool and spa maintenance, and restaurant services.
To help management decide which initiatives are most important, this article presents the concept of service improvement and renovation. The furniture and fixtures should be fixed first because this is work that can be done in advance and will create a good impression on the guests. Establishing a routine helps with the issue of maintaining the pool, spa, and conference rooms. Staff in charge of housekeeping should be quick to respond to requests and accommodating in general. Hiring people with the correct amount of experience, optimism, and skill is essential for solving human resource difficulties. Finding out what keeps current team members engaged is essential, and one-on-one interviews are a great way to do that. By evaluating workers on a regular basis, rewarding them when they reach goals, and encouraging them to feel like they own the company, managers may motivate staff to give superior service to customers.
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Perfect for a city break

“Myself & my 3 brothers had a one night stay which we enjoyed. The hotel is right in the city centre & the
receptionist gave us o warm greeting before explaining about the car park. Our rooms were clean with
plenty of clothes storage space, and the bathroom was a decent size. The shower wasn't a power shower
butit did the job & breakfast was excellent with a good variety.

Allin-all really good value”

Read less

Date of stay: April 2022
Trip type: Traveled with family
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Overall Poorly run Hotel

“Been at two functions here in the last 6 months. First was Xmas Party. £40 a head and the food was of
very poor standard, also understaffed. Second was a wedding party. This time thankfully they didnt
supply the food! Still short staffed and the bar in the hall we were in ran out of draught beer after just half
hour of everyone turning up. Also noticed a manager/supervisor talking too the bar stuff in not a nice
manner, to which | challenged her upon this.

Hotel is looking very tired now and needs money spent on .

Would | want to go there again? Absolutely not! The are plenty of other decent hotels in the areal”

Read less

Date of stay: May 2022
Room Tip: Book elsewhere!

See more room tips
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