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Executive Summary 
[image: HOTEL MOZART BRUSSELS]Objective
Hotel Mozart, a boutique hotel located in the heart of Brussels, has faced persistent challenges in maintaining high hygiene standards, facility maintenance, and customer service, resulting in a decline in guest satisfaction and overall reputation. This report aims to assess these operational issues and provide targeted recommendations. The focus of this assessment is threefold: identifying hygiene lapses that have led to negative guest experiences, addressing maintenance deficiencies that detract from the hotel’s perceived quality, and enhancing customer service practices to foster better guest relations. By implementing these improvements, Hotel Mozart can restore guest confidence, boost satisfaction, and solidify its position in Brussels’ competitive hospitality market.
Key Findings
An analysis of recent guest feedback on platforms such as TripAdvisor and Booking.com highlights three significant areas of concern that are impacting Hotel Mozart’s reputation and guest retention:
1. Hygiene Issues: Guest reviews consistently cite cleanliness as a primary concern. Specific complaints include the presence of bed bugs, insects, stained bedding, and unpleasant odours throughout the hotel. These hygiene-related complaints suggest inadequate cleaning and pest control protocols, leading to negative guest experiences and reluctance to return. Research shows that hygiene directly influences guest comfort, satisfaction, and safety, with poor cleanliness often discouraging future bookings and damaging reputation.
2. Maintenance Problems: Guests have noted several maintenance issues, including malfunctioning amenities like toilets and televisions, clogged drains, and worn-out furniture. The condition of the hotel’s physical assets plays a crucial role in guest satisfaction, and maintaining facilities is essential for a comfortable stay. The current state of amenities indicates a lack of routine maintenance and timely repairs, leading to further negative feedback and potentially deterring new guests.
3. Customer Service Challenges: Guest interactions with staff are critical to shaping overall impressions, yet reviews need to be revised in this area. Complaints describe unprofessional behaviour, insufficient handling of issues, and a lack of empathy from staff. Effective customer service is paramount in the hospitality industry, with studies showing that personalised, responsive service significantly increases guest loyalty. Poor customer service at Hotel Mozart exacerbates guests' negative experiences, affecting overall satisfaction and loyalty.
Analysis Summary
[image: Top 5 Business Frameworks according to Strategy Consultants]To thoroughly assess these issues and devise practical solutions, the report utilises four analytical frameworks:
· SWOT Analysis: This tool identifies Hotel Mozart’s primary strengths (e.g., prime location, unique décor) and weaknesses (e.g., hygiene, maintenance, and customer service deficiencies). Opportunities (e.g., increased operational standards and sustainable practices) and threats (e.g., nearby competition and potential regulatory scrutiny) are also highlighted, providing a holistic overview of the hotel’s current situation.
· TOWS Analysis: The TOWS framework explores strategies that influence the hotel’s strengths to mitigate external threats, such as accentuating improvements in hygiene and maintenance to attract guests. It also suggests addressing weaknesses (e.g., operational gaps) to take advantage of potential opportunities, such as appealing to eco-conscious travellers through sustainable cleaning practices.
· PESTEL Analysis: This analysis examines the external factors that impact the hotel, such as Belgium’s strict health and hygiene regulations (political), economic fluctuations in Europe affecting tourism demand (financial), the impact of online reviews on guest decisions (social), and the benefits of adopting advanced cleaning technologies (technological). The analysis also highlights environmental considerations, such as sustainable practices and legal obligations related to health and safety in the hospitality sector.
· Porter’s Five Forces: This framework evaluates competitive pressures in Brussels' hospitality industry, including the threat of new entrants with higher standards, the bargaining power of customers influenced by online reviews, and the intensity of rivalry in the area. It underscores the importance of maintaining competitive standards to withstand these pressures.
Recommendations
[image: How to Write Recommendations in Research | Examples & Tips]The report outlines key recommendations designed to address Hotel Mozart’s operational challenges and improve guest satisfaction:
1. Hygiene Improvement Measures: A comprehensive cleaning and pest control protocol is recommended, focusing on structured daily and weekly cleaning routines. Professional pest control services should be contracted, and staff should receive training on proper sanitation techniques. These measures are essential to eliminating recurring issues like bed bugs and unpleasant odours, directly improving the hotel’s cleanliness standards.
2. Maintenance Overhaul: Routine checks for plumbing, furnishings, and electrical appliances should be instituted to ensure consistent functionality. Immediate repairs for reported issues and systematically replacing outdated or broken items are crucial. Adopting a digital maintenance management system would streamline issue tracking, enabling staff to address problems promptly and maintain high operational standards.
3. Customer Service Training: Staff retraining programs focusing on professionalism, empathy, and effective issue resolution are recommended. Implementing a guest feedback mechanism, such as post-stay surveys, would provide valuable insights into service performance, allowing for continuous improvement based on guest feedback.
4. Management and Accountability: Appointing a Quality Assurance (QA) Manager to oversee operational standards and instituting a complaint logging system would increase accountability. These steps ensure that issues are addressed systematically, maintaining a consistent and high standard of service.
5. Change Management Strategy: Introducing these changes in stages, supported by clear communication with staff, would help mitigate resistance and ensure successful implementation. Staff feedback mechanisms should be utilised to assess the effectiveness of new protocols and make necessary adjustments.
Conclusion
[image: Hôtel Mozart – Brussels]Implementing these recommendations can significantly improve guest satisfaction, reputation, and competitive positioning for Hotel Mozart. Reinforced cleanliness standards, well-maintained facilities, and a refined customer service approach would contribute to positive guest reviews, repeat bookings, and overall brand reputation. True Path Hotel Consultants appreciates Hotel Mozart for considering our firm to address these critical improvements. We are enthusiastic about working together to improve Hotel Mozart’s service quality and market reputation, and we look forward to future opportunities to support your continued success in the hospitality industry.

I. [image: Hotel Mozart Brussels - new 2024 prices, reviews, book now]Introduction 

Hotel Mozart, a distinctive boutique hotel in the heart of Brussels, offers guests a unique cultural experience with its Oriental-style décor and historic architecture. Situated near the iconic Grand Place, a UNESCO World Heritage site, and other notable landmarks, the hotel’s central location makes it an attractive option for tourists eager to explore the city’s cultural and historical attractions. The hotel’s interiors reflect a traditional aesthetic, with vibrant colours, ornate furnishings, and detailed décor, providing a memorable ambience for guests seeking a more individualised and exotic experience. With its proximity to major attractions, restaurants, and public transportation, Hotel Mozart has significant potential to appeal to tourists looking for convenience and an authentic local experience.
True Path Hotel Consultants, the consultancy firm selected to address the operational challenges at Hotel Mozart, specialises in providing targeted solutions to improve operational efficiency, enhance guest experience, and improve brand reputation. Our firm has extensive experience in the hospitality industry, with a proven track record of successfully addressing issues in diverse hotel settings. We focus on analysing core operational aspects—hygiene standards, facility maintenance, and customer service—to help our clients offer their guests a seamless and high-quality experience. True Path Hotel Consultants leverages data-driven insights and industry expertise to address critical areas of improvement, ensuring that hotels not only meet but exceed guest expectations.
Following an in-depth analysis of Hotel Mozart’s guest reviews, three critical areas of concern have emerged: hygiene, maintenance, and customer service. Numerous guest reviews on platforms such as TripAdvisor and Booking.com highlight recurring issues with cleanliness, including bed bug infestations, unpleasant odours, and insufficient pest control measures. Maintenance challenges, such as non-functional amenities, broken furniture, and plumbing issues, have also been widely noted, detracting from the overall guest experience. Additionally, frequent complaints about poor customer service, including inadequate handling of guest complaints and unprofessional interactions with staff—further compound the hotel’s challenges. Addressing these areas effectively is essential to reversing negative guest perceptions, increasing guest retention, and positioning Hotel Mozart as a competitive option in Brussels.
To comprehensively analyse these issues and devise practical recommendations, this report employs several well-established frameworks: SWOT analysis, TOWS analysis, PESTEL analysis, and Porter’s Five Forces framework. The SWOT analysis will provide an overview of the hotel’s strengths, weaknesses, opportunities, and threats, offering a holistic view of its current standing and areas of potential. The TOWS analysis will explore strategic approaches to maximise strengths and opportunities while mitigating weaknesses and threats. The PESTEL analysis will examine macro-environmental factors - political, economic, social, technological, environmental, and legal - impacting the hotel’s operations and strategic positioning. Finally, Porter’s Five Forces framework will assess the competitive pressures within Brussels’ hotel industry, examining how factors like industry rivalry, the threat of new entrants, and bargaining power affect Hotel Mozart’s market positioning.
Using these frameworks, True Path Hotel Consultants will provide a structured assessment of its current operations and offer evidence-based recommendations to address its hygiene, maintenance, and customer service challenges. This approach aims to resolve existing issues and establish a foundation for sustainable improvements that will improve Hotel Mozart’s reputation and market competitiveness.

II. Issue Identification and Impact 
Hotel Mozart in Brussels has been criticised extensively on reviews like TripAdvisor and Booking.com, highlighting hygiene, maintenance, and customer service issues. These persistent complaints are significant in understanding how operational shortcomings can impact the hotel’s reputation, guest retention, and overall market competitiveness.
Hygiene Issues
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Description automatically generated]The most prominent issue in guest reviews is the lack of hygiene, with complaints regarding bed bugs, insects, stained bedding, and unpleasant odours. Multiple guests reported bed bug infestations, experiencing bites and discomfort, which is particularly alarming for potential customers (TripAdvisor, 2024). Insects in rooms and bathrooms are frequently mentioned, suggesting that pest control measures may be insufficient (Booking.com, 2024). Academic studies draw attention to the impact of cleanliness on guest satisfaction; for example, research by Park et al. (2019) highlights that hygiene is one of the primary drivers of hotel guest satisfaction, significantly affecting perceived safety and comfort. Poor cleanliness discomforts guests and can lead to negative psychological responses, reducing their willingness to recommend or revisit (Islam et al., 2023). As mentioned in guest feedback, odours from carpets and bathrooms contribute further to these negative experiences, aligning with Kim et al. (2022) findings that cleanliness is directly associated with guests' emotional comfort and overall satisfaction.
Maintenance Issues
[image: saleté ][image: ]Guest feedback also reveals several maintenance issues at Hotel Mozart, including broken toilets, clogged drains, malfunctioning televisions, and worn-out furniture. Guests report frequent plumbing problems, such as non-functional toilets and showers, significantly impacting their stay quality (Booking.com, 2023). Functional amenities are considered baseline hotel expectations, and meeting these standards can lead to satisfaction and positive reviews (Mohsin and Lengler, 2015). Additionally, guests have noted ageing and broken furniture, which detracts from the perceived value of the accommodation. Research by Pizam and Tasci (2019) suggests that well-maintained physical amenities are crucial for improving guest comfort, as they convey a sense of professionalism and care. Maintenance deficiencies, as observed at Hotel Mozart, can erode trust and reduce the likelihood of repeat visits, as they indicate neglect and a lack of quality control (Akbaba, 2006).

Customer Service Issues
[image: Hotel Mozart]Customer service is another area of concern, with guests citing unprofessional behaviour, lack of empathy, and inadequate complaint resolution. Reviews describe instances where staff dismissed hygiene and maintenance complaints, leading to frustration and dissatisfaction (TripAdvisor, 2024). Customer service is critical in shaping guests' experiences and encouraging loyalty in the hospitality industry. Studies by Han, Kwortnik Jr and Wang (2008) underline that guests who feel valued and respected are more likely to return and recommend the hotel. Inadequate complaint handling leads to immediate dissatisfaction and impacts the hotel’s reputation, as potential guests are deterred by reports of poor service (Kim, Lee, and Yoo, 2006).
Impact on Reputation
The cumulative effect of these hygiene, maintenance, and customer service issues is a deteriorating reputation for Hotel Mozart. Research by Sparks and Browning (2011) demonstrates that negative online reviews significantly reduce booking intentions, as prospective guests often view repeated complaints as indicators of systemic issues. Poor reviews reduce guest confidence and willingness to book, especially in a competitive market with smoothly available alternatives. Negative perceptions of poor hygiene, maintenance, and service reduce the hotel's marketability, ultimately impacting its revenue potential (Sparks and Browing, 2011).

III. Strategic Analysis
[image: ]SWOT Analysis 
A SWOT analysis reveals both the competitive advantages and challenges facing Hotel Mozart's potential opportunities for improvement and external threats impacting its position in the market.
Strengths
One of Hotel Mozart's main strengths is its prime location near Brussels' iconic Grand Place, a UNESCO World Heritage site, which makes it a highly convenient choice for tourists (Unesco, 2024). The hotel’s distinctive Oriental-style décor and architecture also provide a unique atmosphere that appeals to guests seeking an aesthetic experience different from standard hotel chains. These characteristics could be leveraged to differentiate the hotel from competitors and attract niche market segments interested in cultural and historical aesthetics (Chathoth et al., 2013).
Weaknesses
As highlighted in online reviews, the hotel faces significant operational weaknesses, particularly in hygiene, maintenance, and customer service. Poor cleanliness and frequent maintenance issues create a negative guest experience, which undermines its unique positioning and deters repeat business (Juliana et al., 2021). Additionally, substandard customer service further compounds these weaknesses, leading to reputational damage and decreased guest loyalty (Jasinskas et al., 2016). These operational deficits require urgent attention to prevent further impact on the hotel's brand.
Opportunities
The hotel has an opportunity to improve its reputation by capitalising on its central location and enhancing operational standards. Given the rising importance of online reviews in travellers’ decision-making, addressing issues in hygiene and service could significantly improve guest satisfaction and future bookings (Sotiriadis, 2017). Furthermore, aligning with sustainable practices in cleanliness and maintenance could attract environmentally conscious guests, a growing demographic in hospitality (Jones et al., 2016).
Threats
Hotel Mozart faces substantial threats from nearby competitors with better reputations and standards. Additionally, continuous negative reviews pose a risk of regulatory scrutiny, especially concerning health and safety in hospitality (Phillips et al., 2015). Numerous alternative accommodations in Brussels amplify the challenge, as travellers may easily choose hotels with higher ratings and positive guest feedback.
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TOWS Analysis 
The TOWS analysis for Hotel Mozart focuses on strategic approaches that utilise the hotel’s strengths to counter external threats and weaknesses, address operational issues, capitalise on opportunities, and mitigate potential risks.
Using Strengths to Counter Threats	
One effective strategy to counteract competitive threats is to use Hotel Mozart’s prime location by accentuating improvements post-renovation. The hotel’s proximity to the Grand Place, a major tourist attraction, is a significant advantage (Hassanien and Baum, 2002). With strategic marketing that highlights both the convenience of the location and the recent improvements in services, the hotel can appeal to tourists looking for accessible and improved accommodation. Targeted advertising around high-traffic tourist periods and online promotion can help differentiate the hotel from nearby competitors (Yusof et al., 2018).
Addressing Weaknesses Via Opportunities
To improve its reputation, Hotel Mozart should prioritise systematic cleaning and maintenance to address persistent hygiene and repair issues. Investing in regular deep cleaning and pest control measures can resolve recurring complaints about bed bugs and odours (Juliana et al., 2021). Furthermore, maintaining the facility’s distinctive décor while ensuring cleanliness can attract travellers who value both aesthetics and hygiene (Ali et al., 2023). By systematically addressing these weaknesses, the hotel can capitalise on opportunities to build a cleaner and more comfortable environment, which may improve guest satisfaction and retention.
Combining Threats and Weaknesses
Hotel Mozart’s weaknesses in hygiene and maintenance make it vulnerable to regulatory scrutiny, particularly regarding health and safety standards. Immediate actions to rectify hygiene issues and upgrade facilities can prevent legal or regulatory actions due to guest complaints (Buhalis and Law, 2008). By adopting a proactive approach to cleanliness and compliance, the hotel can mitigate the threat of legal penalties and reduce negative reviews, which are crucial for maintaining a positive reputation in the competitive hospitality industry (Proserpio and Zervas, 2015).




[image: Background and development of the PESTEL analysis]PESTEL Analysis 
A PESTEL analysis of Hotel Mozart’s operational environment identifies key macro-environmental factors that influence the hotel's strategic positioning and decision-making, including political, economic, social, technological, environmental, and legal aspects.
Political
Hotel Mozart operates under strict Belgian and EU regulations regarding health, hygiene, and safety standards, which is particularly significant in the wake of increased scrutiny of public health in the hospitality industry (Bianchi and Stephenson, 2014). Compliance with these regulations is essential to avoid penalties and maintain operational legitimacy, as lapses in hygiene standards can lead to legal and reputational repercussions.
Economic
The hotel’s financial health is closely tied to the European economic climate. Economic downturns in Europe affect disposable income, reducing the number of travellers and impacting hotel bookings (Smeral, 2009). Conversely, economic recovery phases often increase tourist inflow, creating opportunities for hotels to capitalise on the rebound in travel demand and adjust pricing strategies to maximise revenue.
Social
Guest satisfaction and the importance of online reviews are critical social factors. Modern travellers heavily rely on digital platforms like TripAdvisor and Google Reviews to assess hotel standards, particularly hygiene and service quality (Mauri and Minazzi, 2013). Negative reviews on such platforms damage the hotel’s reputation and discourage potential customers, making it essential for Hotel Mozart to prioritise guest experience.
Technological
Technological advancements in cleaning and maintenance management provide tools for hotels to improve service efficiency. Systems that automate and track cleaning schedules and maintenance requests improve accountability and response times, ensuring consistent service standards (Longart, 2020). For Hotel Mozart, adopting such technology could help address ongoing issues with cleanliness and maintenance, improving guest satisfaction.
Environmental
Adopting sustainable practices is increasingly essential in the hospitality industry. Hotel Mozart could appeal to eco-conscious travellers by incorporating environmentally friendly cleaning products and waste reduction measures, which align with a growing preference for sustainable travel options (Boley and Uysal, 2013).
Legal
Adherence to Belgian health and safety regulations is mandatory for Hotel Mozart. Strict compliance reduces the risk of fines and operational disruptions while also signalling a commitment to guest safety and welfare, which is particularly important for maintaining a competitive edge (Miller et al., 2010).

Porter’s Five Forces Analysis 
[image: ]
Porter’s Five Forces framework helps evaluate the competitive pressures facing Hotel Mozart in Brussels, explicitly considering the unique challenges posed by its location and operational issues.
Threat of New Entrants
The Brussels hotel industry has relatively low entry barriers, especially for small or boutique hotels targeting niche markets. Competitors with higher hygiene standards and better-maintained facilities could easily capture Hotel Mozart’s potential clientele. According to Hjalager (2010), new entrants with a focus on quality and customer experience can disrupt existing businesses, particularly those with operational weaknesses like Hotel Mozart. The ease of entry and growing demand for clean, well-managed accommodation make it essential for the hotel to improve its standards to remain competitive.
Bargaining Power of Suppliers
The bargaining power of suppliers is moderate but may increase if Hotel Mozart opts to source high-quality cleaning and maintenance supplies to meet hygiene expectations. For instance, upgrading to eco-friendly and effective cleaning products could imrpove operational costs due to the higher price of sustainable products (Pulido-Fernández and López-Sánchez, 2016). Additionally, dependency on local suppliers for specialised maintenance could increase expenses and make the hotel vulnerable to supply chain disruptions, thus affecting its service consistency (Shi and Liao, 2013).
Bargaining Power of Customers
Customers in the hospitality industry wield significant power due to the transparency of online reviews. Platforms like TripAdvisor and Booking.com amplify guest feedback, making it easy for potential guests to compare hotels based on quality and service (O’Connor, 2010). Negative reviews, especially those criticising hygiene and service, directly influence booking rates, as guests can switch to competitors with more favourable reputations. Hence, customer expectations and reviews heavily pressure Hotel Mozart to improve its service quality.
Threat of Substitutes
Brussels offers a variety of accommodation options, including Airbnb rentals, hostels, and other budget hotels, providing strong alternatives for budget-conscious travellers. Substitutes allow guests to seek similar experiences elsewhere, particularly if Hotel Mozart fails to address recurring issues (Mody et al., 2017). This threat is heightened by the availability of nearby accommodations that maintain better standards and competitive pricing, encouraging guests to explore other options.
Industry Rivalry
Brussels' hotel market is highly competitive, particularly in central areas with a dense concentration of hotels. Intense rivalry arises from the proximity of similar hotels, which strive to capture tourists visiting major attractions (Lin and Chen, 2014). For Hotel Mozart, this rivalry is further compounded by the pressure to improve its services to prevent loss of market share to better-rated competitors.

IV. [image: Undercover hotel cleaner in Ireland: 'Lifting the heavy mattress, I cry  tears of rage and exhaustion' – The Irish Times]Operational Improvement Measures
Hygiene Improvement Measures 
A comprehensive cleaning and pest control protocol is essential to address the persistent hygiene issues at Hotel Mozart. Implementing these measures involves structured procedures, regular monitoring, and the use of effective products to ensure a consistently clean and comfortable environment for guests.
Comprehensive Cleaning and Pest Control Protocol
A thorough cleaning protocol should include daily and periodic cleaning tasks, differentiated by frequency and level of attention. Daily cleaning should cover basic sanitation such as vacuuming, dusting, and disinfecting high-touch surfaces like door handles, light switches, and remote controls to prevent the spread of germs (Sharma and Kaushik, 2021). Additionally, with targeted measures for toilets, sinks, and showers, bathroom sanitation is crucial, given the high guest traffic and potential for bacterial growth (Almaza et al., 2015).
[image: ]The pest control component should be an integral part of this protocol, especially considering complaints of bed bugs and other insects in guest reviews. A pest control plan should include regular inspections, with licensed pest control providers conducting quarterly assessments to detect and address infestations before they escalate (Penn and Hu, 2017). Integrated Pest Management (IPM) strategies, which combine preventive measures, inspection, and chemical control as a last resort, can minimise health risks associated with pests while aligning with sustainable practices (Dara, 2019).
Weekly Deep Cleaning
[image: How often should a hotel deep clean rooms? - Dirt2Tidy Professional]Hotel Mozart should implement a weekly deep cleaning routine focusing on high-traffic and high-touch areas and known problem spots identified from guest feedback, such as carpets, mattresses, and upholstered furniture (Juliana et al., 2015). This deep cleaning should involve using professional-grade cleaning equipment, such as steam and vacuum cleaners with HEPA filters, to effectively remove allergens, bacteria, and embedded dirt (Bloomfield et al., 2017). Carpets should be shampooed weekly, and mattresses should be steamed to reduce allergens and prevent pest infestations, particularly bed bugs, which can severely impact guest comfort (Wu et al., 2012).
A dedicated housekeeping supervisor who monitors adherence to cleaning protocols and conducts regular audits should manage the cleaning schedule. Research indicates that structured cleaning schedules and supervisory checks are critical in maintaining high hygiene standards in hotels (Pittet and Donaldson, 2006). Training staff in effective cleaning practices, including correct disinfection methods and appropriate handling of equipment, ensures that standards are consistently met (Sharma and Kaushik, 2021). Staff should also be encouraged to report maintenance issues related to hygiene, such as dampness or mould, which could lead to pest problems if left unaddressed (Wu et al., 2018).
The implementation of these hygiene improvement measures will not only increase guest satisfaction but also reduce the likelihood of negative reviews related to cleanliness. A strong commitment to cleanliness can significantly influence guest perceptions, encouraging repeat bookings and positive word-of-mouth, which are vital for sustaining a competitive advantage in the hospitality market (Randle et al., 2016).

Maintenance Repair 
[image: 8,500+ Hotel Maintenance Stock Photos, Pictures & Royalty-Free Images -  iStock | Hotel maintenance worker]Hotel Mozart requires a comprehensive overhaul of its maintenance protocols to improve the guest experience and reduce negative reviews related to maintenance issues. This includes routine checks for essential systems, immediate repairs for reported problems, and replacing outdated or damaged items. An organised and proactive maintenance strategy can improve room conditions, ensuring guests enjoy a comfortable and well-functioning environment.

Routine Checks for Plumbing, Appliances, and Furnishings
[image: Understanding Best Practices in Hotel Maintenance and Repairs]Routine inspections are essential to identify and address wear and tear before it becomes problematic. Plumbing systems, for example, require regular checks to prevent issues such as clogged drains and non-functional toilets, which have been noted in guest complaints. Regular inspections can prevent leaks, optimise water flow, and ensure fixtures operate correctly (Leftwich et al., 2021). Research by Sahid et al. (2021) suggests that consistent plumbing maintenance can significantly reduce water-related complaints, improve guest satisfaction, and reduce long-term repair costs.
Appliances, including air conditioning, televisions, and lighting fixtures, should be evaluated weekly to ensure they are functioning correctly. In-room appliances are critical for guest comfort; non-functional equipment can detract from the overall experience (Mohsin and Lengle, 2015). Additionally, all furnishings, particularly high-contact items like desks, beds, and chairs, need regular checks to identify structural weaknesses or damage. Preventative furniture maintenance improves aesthetics and reduces the likelihood of injuries caused by broken furnishings (Longart, 2020).
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Immediate Repairs for Reported Issues and Replacement of Outdated or Broken Items
Guest-reported issues should be addressed immediately, as prompt repairs are key to maintaining high service standards. Studies show that hotels with rapid maintenance response times receive better guest feedback, as guests perceive swift repairs as a sign of attentiveness and care (Sahid et al., 2021). A dedicated team responsible for addressing urgent maintenance requests can help maintain an efficient response time and ensure problems are resolved before they affect subsequent guests.
In addition to immediate repairs, Hotel Mozart should replace outdated or broken items as part of an ongoing investment in property maintenance. Replacing old mattresses, for example, can improve guest comfort and reduce complaints related to sleep quality (Kang et al., 2015). Similarly, updating worn-out furniture, carpets, and fixtures improves the room's aesthetic appeal, creating a more welcoming and well-maintained environment (Turner and Hesford, 2018). Regularly replacing items that end their useful life also prevents minor issues from escalating into significant complaints that could harm the hotel's reputation.
Finally, implementing a digital maintenance management system (CMMS) can streamline the tracking of maintenance tasks and reduce oversight errors. CMMS systems enable staff to log, monitor, and track maintenance activities, ensuring all issues are recorded and promptly addressed (Lai and Yik, 2012). With a CMMS, Hotel Mozart can improve coordination among staff, set reminders for routine inspections, and monitor repair timelines, leading to a more organised and efficient maintenance process.
Customer Service Training 
Improving customer service at Hotel Mozart requires a focused retraining program that accentuates professionalism, empathy, and effective issue resolution. Additionally, implementing a guest feedback mechanism can offer valuable insights into service quality and highlight areas for continuous improvement.




Staff Retraining on Professionalism, Empathy, and Issue Resolution
[image: VET by EHL: a new turnkey programme for the hospitality industry]The first step in improving customer service standards involves retraining all staff members in key areas that directly impact guest satisfaction. Professionalism is crucial in creating a positive first impression and maintaining a consistent service standard throughout each guest's stay. Training on professionalism should include best practices for communication, body language, and attitude, as these non-verbal cues heavily influence guests' perceptions (Tsaur and Lin, 2004). Professionalism fosters respect and trust, making guests feel valued and comfortable.
Empathy training is equally important, as empathetic interactions improve the guest experience by making guests feel understood and cared for. Research by Umasuthan, Park and Ryu (2017) shows that empathy positively affects guest satisfaction by creating emotional connections, leading to repeat business and recommendations. Staff should be taught to actively listen, acknowledge guest concerns, and offer support with genuine care. This approach is particularly beneficial for handling complaints, as guests are more likely to feel satisfied with resolutions when they feel their concerns have been understood (Homburg et al., 2009).
Issue resolution training is essential for equipping staff with the skills to resolve problems swiftly and effectively. The training should focus on conflict de-escalation techniques, decision-making autonomy, and clear communication, ensuring staff members feel empowered to handle complaints confidently and professionally. Oh (2003) noted that immediate resolution of issues improves guest satisfaction and reduces the likelihood of negative reviews. Staff should be encouraged to take ownership of guest concerns, follow up after resolving problems, and ensure guest satisfaction.
Introducing Guest Feedback Mechanisms
[image: ]Hotel Mozart should implement a robust guest feedback system to continually refine customer service. Feedback can be collected through in-room surveys, digital questionnaires sent post-stay, or quick rating forms accessible through QR codes in the lobby or rooms (Narayan et al., 2022). This enables guests to provide feedback immediately after their stay or during their visit, capturing real-time insights into their experience.
Examining feedback data enables management to identify patterns in guest concerns and recognise recurring issues in service delivery. As documented by Narayan et al. (2022), implementing feedback loops in the hospitality industry improves service by identifying actionable areas for improvement. Furthermore, acknowledging feedback publicly, whether through personal replies to online reviews or displaying positive feedback, demonstrates responsiveness and commitment to service quality.
Combining staff retraining with systematic feedback mechanisms allows Hotel Mozart to improve guest interactions and increase overall service quality. This approach supports a service culture centred on professionalism, empathy, and adaptability, fostering higher guest satisfaction and loyalty.



V. Management and Accountability 
Hotel Mozart should implement a robust management and accountability framework to ensure that the improvements in hygiene, maintenance, and customer service are sustained over time. This involves appointing a dedicated quality assurance (QA) manager to oversee operational standards and implementing a systematic complaint logging system to consistently monitor and address guest feedback.
Appointing a Quality Assurance Manager
[image: ]The role of Quality Assurance (QA) Manager is central to maintaining high operational standards across all departments. This individual would be responsible for conducting regular inspections, ensuring compliance with cleaning and maintenance protocols, and providing feedback to staff on areas for improvement. By setting measurable service standards, the QA Manager can identify performance gaps, making it easier to apply targeted training and resources to problem areas (Karatepe and Uludag, 2008). This position also enables Hotel Mozart to standardise processes and maintain consistency across shifts, essential for delivering a uniform guest experience (Llach et al., 2016). In the competitive hospitality industry, a QA Manager ensures operational effectiveness and improves overall service quality, which is critical for sustaining customer satisfaction and loyalty (Amin et al., 2017).
Implement a Complaint Logging System
A complaint logging system is essential for systematically capturing, tracking, and resolving guest issues. Such a digital or paper-based system would allow staff to log complaints, prioritise urgent issues, and assign responsibilities for resolution, making the process transparent and efficient (Ogbeide et al., 2017). Each entry should include the nature of the complaint, the time of reporting, the staff member responsible, and the resolution status. Research shows that formal complaint logging improves service recovery and strengthens guest loyalty, demonstrating the hotel’s commitment to accountability (Kandampully and Suhartanto, 2000). Moreover, a well-maintained complaint record enables the QA Manager to identify recurring issues, allowing management to implement long-term corrective actions rather than addressing problems only reactively.
By combining the role of a QA Manager with a structured complaint logging system, Hotel Mozart can improve accountability at every service level, creating a transparent and responsive environment that prioritises guest satisfaction and operational excellence.

VI. Cost Management and Financial Projections
[image: How the director of finance role has become diluted | Hotel Management]Implementing the recommended improvements at Hotel Mozart involves specific costs per area. Each cost is estimated based on real data from industry sources, with an anticipated return through improved guest satisfaction, reviews, and occupancy rates.
1. Hygiene Improvement Measures
· Comprehensive Cleaning and Pest Control Protocol: Pest control treatments in central Brussels average £175-£350 per treatment, depending on the hotel size and frequency (Pestuk, 2024)
· Weekly Deep Cleaning: Professional deep cleaning services cost around £22-£30 per hour (Fantastic Services UK). Weekly sessions total approximately £900-£1,300 monthly.
2. Maintenance Overhaul
· Routine Checks and Immediate Repairs: Skilled maintenance services range from £45-£65 per hour, which includes plumbing and electrical work (Checkatrade, 2024).
· Replacement of Outdated Items: Replacing room furnishings, including beds and seating, costs £1,700-£4,200 per room depending on the quality (Furniture at Work, 2024).
3. Customer Service Training
· Staff Training Programs: Hospitality training courses cost £90-£180 per employee (High-Speed Training, 2024), totalling £1,800-£3,600 for a 20-person team.
· Guest Feedback Mechanisms: Installing digital feedback systems costs £450-£900 initially, with ongoing maintenance fees of £45-£90 per month (Haije, 2024).
4. Management and Accountability
· Quality Assurance Manager Salary: An experienced QA manager in Brussels typically earns £34,000-£51,000 annually (Glassdoor, 2024).
· Complaint Logging System: A digital complaint management setup can cost £900-£2,700, with monthly fees of £90-£180 (Zendesk, 2024).
Potential ROI: Improved service and operational standards could increase occupancy rates by 5-10%, adding £35,000-£50,000 to annual revenue through improved reviews and guest retention.


5. Financial Feasibility and Revenue Projection

Initial Investment and Operational Costs
The planned improvements at Hotel Mozart will require an initial investment of £46,475 - £69,450, with ongoing monthly costs estimated at £1,125 - £1,570 for maintenance, cleaning, and feedback systems. A Quality Assurance (QA) Manager, with an annual salary between £34,000 and £51,000 will add to fixed costs and is crucial for ensuring service standards.
Projected Revenue Increase
These improvements in hygiene, maintenance, and customer service are projected to increase occupancy by 5-10%, generating an additional £35,000 - £50,000 in annual revenue. This estimate is based on expected gains in guest satisfaction and online reviews, potentially supporting a slight increase in room rates.
Impact on Rates and Occupancy
Improved guest experiences may allow for a nightly rate increase from £77 to £80-85 without negatively affecting occupancy. This increase would strengthen revenue further as occupancy rates improve.
Feasibility of the Plan
The financial outlook suggests the plan is feasible, with the potential to recover the initial investment within 1-2 years if occupancy gains are achieved. Success depends on effective execution and consistent feedback monitoring.
VII. [image: How to Become a Hotel Manager - Arc]Change Management Strategy
A structured, phased approach to implementing changes at Hotel Mozart will help ensure smooth adaptation and minimise disruption. The change management process should begin with clear communication to all staff members, explaining the reasons for each new measure and its expected benefits. An initial meeting with department heads followed by individual team briefings will ensure everyone understands their role and responsibilities in the change process (Shulga, 2020). By keeping staff informed and involved, the hotel fosters a supportive culture that encourages employees to embrace these improvements positively.
The staged approach would start with the immediate implementation of high-priority measures, such as improved hygiene protocols and customer service training, followed by gradual improvements in maintenance and quality control processes. To assess the effectiveness of these changes, management should use feedback tools such as anonymous staff surveys and monthly team meetings, allowing employees to voice concerns or suggest adjustments (Barzilay et al., 2018). Additionally, guest feedback will be collected regularly, enabling management to identify any areas for further improvement based on customer experience.
This feedback-centric strategy improves adaptability and signals to staff and guests that the hotel is committed to continuous improvement and responsive management.


Action Plan
	Problem
	Solution
	Time Scale
	Completion Date
	Planned Budget

	Hygiene Issues
	Comprehensive cleaning and pest control protocol
	1 month
	12/01/2024
	Pest control: £175-£350 per treatment, deep cleaning: £900-£1,300 monthly

	Hygiene Maintenance
	Weekly deep cleaning services
	Ongoing
	Monthly
	£900-£1,300 per month

	 Maintenance Overhaul
	Routine checks and immediate repairs
	2 months
	02/15/2024
	£45-£65 per hour, estimated £3,000 for initial period

	Facility Upgrades
	Replacement of outdated items, including furnishings
	3 months
	03/15/2024
	£1,700-£4,200 per room (furnishings)

	Customer Service Quality
	Staff training programs for hospitality
	1 month
	12/15/2024
	£1,800-£3,600 for 20-person team

	Feedback and Monitoring
	Install guest feedback mechanisms
	1 month
	12/15/2024
	Setup: £450-£900, ongoing: £45-£90 per month

	Quality Control
	Appointment of Quality Assurance Manager
	1 month
	12/15/2024
	£34,000-£51,000 annually

	Complaint Management
	Implement a digital complaint-logging system
	1 month
	12/15/2024
	Setup: £900-£2,700, ongoing: £90-£180 per month



Total Initial Budget: Approximately £46,475-£69,450, with ongoing monthly costs as outlined.
This action plan provides clear timelines and detailed financial estimates, ensuring that Hotel Mozart can implement each improvement in a structured manner while managing financial impact effectively.

Conclusion 
The analysis of Hotel Mozart’s operations has identified critical areas for improvement in hygiene, maintenance, and customer service, each essential to strengthening guest satisfaction and market competitiveness. Guest reviews from platforms like TripAdvisor and Booking.com reveal frequent complaints regarding cleanliness, outdated amenities, and inconsistent service quality, highlighting these issues' impact on the hotel’s reputation and guest loyalty. Addressing these issues is key to restoring confidence in the hotel and enhancing its market standing.
The recommended improvements promise substantial benefits. Implementing a comprehensive cleaning and pest control protocol, alongside regular deep cleaning routines, will directly address hygiene concerns, significantly enhancing guest comfort and satisfaction. Cleanliness is widely recognised as a core determinant of guest experience, and improving these standards will contribute to positive reviews and repeat business.
An overhaul of maintenance protocols will ensure the reliability of essential facilities, reducing guest complaints about malfunctioning or worn-out amenities. Routine checks, immediate repairs, and timely replacements of outdated items will reinforce the hotel’s commitment to quality, creating a more appealing and well-maintained environment that meets guest expectations.
Moreover, customer service training will foster professionalism, empathy, and effective problem-solving among staff, enhancing the quality of guest interactions. A guest feedback system will provide valuable insights into service performance, allowing for continuous improvement. Additionally, appointing a Quality Assurance (QA) Manager and establishing a complaint logging system will strengthen accountability and responsiveness, ensuring service standards are consistently upheld.
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True Path Hotel Consultants extends our appreciation to Hotel Mozart for considering our firm to address these critical improvements. We are enthusiastic about the prospect of working together to improve Hotel Mozart’s service quality and market reputation, and we look forward to future opportunities to support your continued success in the hospitality industry.
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Low Estimate (£)	
Initial Investment	Ongoing Monthly Costs (Annualised)	Projected Annual Revenue Increase	Potential Room Rate Increase	46475	13500	35000	3	High Estimate (£)	
Initial Investment	Ongoing Monthly Costs (Annualised)	Projected Annual Revenue Increase	Potential Room Rate Increase	69450	18840	50000	8	
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A Not helpful

@ Our room had a very strong cigarette scent. which remained in the room for all our stay, even
with the windows almost always open. The carpet was very old with stains all over and garbage
under the beds. The beds were of very poor quality with stained sheats. The bathroom was badly
equipped and the shower was very small. Breakfast was very poor with the staff being unhelpful

and even rude.

oY Helpful

A Not helpful
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Q Metty wrote a review Oct 2024

9 contributions

@0000
STAY AWAY AT ALL COSTS

Shocking!! Should be shut down!! Dirty, infested, smelt of cat urine and cats, dangerous electrics
burnt our mosquito plug out, wonky floorboards, bedding was disgusting, patio door not secure
and had gaps at the bottom, began having an allergic reaction so went to reception and
eventually was told we would get refunded for one of the two nights but this never happened!
Have read reviews and this has happened to many others, STAY AWAY at all costs!!

Read less A

Date of stay: September 2024

Trip type: Traveled with family
Room Tip: Stay away! The hotel should be demolished!

See more room tips

Q0000 Value Q0000 Rooms
@O0 Location OOOO Cleanliness
®OO00 service @OOO0 Sleep Quality

This review i the subjective opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor performs checks on reviews
as part of our industry leading trust & safety standards. Read our transparency report to learn more.
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Farang wrote  review Oct 2024

Brussels, Belgium 19 contributions - 64 helpful votes

place
The owner seems entertaining but very quickly started rattling insistingly about the Coran being
the only truth and so on.

He would not let go, it was embarrassing. | am not a religious person and | do not want to get
into that kind of talks, but the owner seems a fanatic.

The hotel also needs maintenance and thorough cleaning, he would better invest his energy in
this rather than preaching

Read less A

Date of stay: June 2024

Trip type: Traveled solo

This review i the subjective opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor performs checks on reviews
as part of our industry leading trust & safety standards. Read our transparency report to learn more.
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Connector13168507558 wrote a review May 2024

Tcontribution
};

@0000
BED BUGGS AND HORRIBLE ATTITUDE

This was the worst hotel | have ever stayed in. We found BED BUGGS, i even gotten bitten
everywhere on my body and when we told the hotel manager he was screaming and curssing at
us and blamed us for the bed buggs. We showed him our rooms, many other reviews that
experienced the same thing and he continued to scream at us.

We told the hotel manager to warn everyone that they might get bed bugs as well because of
the carpets all over the hotel. (Bed bugs spread through fabrics and textiles. Like clothes and
carpets). And he immediately said no im not going to say anything.

The other guest at the hotel started to leave to. We told everyone that was coming to run and
they did. The worst thing was his attitude and how he handled the situation! HORRIBLE.
Read less A

Date of stay: May 2024

Trip type: Traveled wiith friends
Room Tip: RUN AWAY FROM THIS HOTEL

See more room tips

Q0000 Value Q0000 Rooms
Q0000 Location @OOO0 Cleaniiness
®O000 service @000 Sieep Qualty
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