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Executive Summary
Guests' satisfaction and revenue have declined at Park Hotel, a mid-range hospitality establishment in Latina, Italy, due to operational inefficiencies. The hotel's reputation, online reviews, and competitive positioning were negatively impacted by outdated rooms, poor hygiene, slow service, substandard breakfast quality, and deficient Wi-Fi connectivity. Technological advancements, evolving travellers' expectations, and increasing market competition have further underscored the necessity for substantial changes. The hotel's challenges are thoroughly examined in this report, and the fundamental causes are investigated. Strategic recommendations are provided to improve financial sustainability, modernise infrastructure, and improve service quality.
Key Findings and Analysis
➡️Operational Issues Impacting Park Hotel
A review of guest feedback from platforms like TripAdvisor, Google Reviews, and Booking.com identified several recurring concerns:
· Guests report mould in bathrooms, broken furniture, peeling walls, and dust accumulation, indicating inadequate maintenance and housekeeping standards.
· Long check-in and check-out times, unresponsive staff, and delays in housekeeping services contribute to negative guest experiences.
· Low-quality food, limited variety, and inattentive service have led to guest dissatisfaction, affecting the hotel's food and beverage (F&B) revenue.
· Poor soundproofing, hallway noise, and frequent elevator malfunctions create an uncomfortable environment for guests.
· Weak Wi-Fi connectivity and the absence of digital guest services make the hotel less appealing to business travellers and younger demographics.
➡️ Root Causes of the Issues
The core factors contributing to these challenges include:
1) Outdated facilities and deteriorating room conditions result from limited capital reinvestment.
2) Poor service quality and inefficiencies are linked to insufficient training and a lack of motivation among employees.
3) Manual check-in processes, inefficient housekeeping tracking, and lack of digital automation hinder operational efficiency.
4) Competing hotels in the area have modernised their offerings, providing superior digital services and updated facilities, further impacting Park Hotel’s competitiveness.
The hospitality sector is significantly influenced by social and technological trends, particularly visitor expectations for digital services, sustainability initiatives, and personalised experiences, as revealed by a STEEPLED analysis. Economic pressures, labour regulations, and legal compliance requirements have amplified operational challenges for the hotel.
Despite these challenges, Park Hotel's prime location, multilingual staff, and existing banquet and meeting facilities were critical strengths for leverage in a SOAR analysis. The hotel will be able to reposition itself as a top mid-range accommodation provider in Latina by strategically investing in digital transformation, service upgrades, and renovations.
A TOWS analysis further facilitated the development of actionable solutions, which aligned the hotel's strengths with market opportunities and addressed weaknesses through targeted investments in modernisation and operational improvements.
➡️ Recommendations
The following strategic recommendations have been suggested to improve operational efficiency, restore profitability, and increase customer satisfaction:
1) Infrastructure and Room Renovations
· Modernise guest rooms with new furniture, improved soundproofing, and updated bathrooms.
· Implement scheduled elevator maintenance and noise reduction measures.
2) Housekeeping and Cleanliness 
· Develop detailed housekeeping checklists and daily inspections to improve cleanliness standards.
· Introduce guest feedback tracking for cleanliness-related concerns.
3) Service Improvement and Staff Training
· Conduct thorough guest service training for front desk, housekeeping, and restaurant staff.
· Introduce performance-based incentives to motivate employees and improve service consistency.
4) Digitalisation and Wi-Fi Upgrades
· Upgrade to high-speed fibre-optic internet to cater to business travellers and improve guest convenience.
· Implement self-check-in kiosks and mobile key access to reduce wait times and streamline front desk operations.
5) Food and Beverage 
· Improve breakfast selection and service quality based on guest feedback.
· Upgrade kitchen equipment and buffet stations to ensure efficiency and food consistency.
➡️ Financial Feasibility and Expected Outcomes
A financial assessment has determined that a total investment of £178,000 will be necessary to implement these modifications. The estimated annual revenue increase is £230,000, with a projected return on investment (ROI) of 165% over three years.
· Room renovations are expected to increase occupancy rates by 10%, generating £76,500 annually.
· Wi-Fi upgrades and digitalisation efforts will boost business traveller bookings, contributing to an additional £98,000 annually.
· [bookmark: _Hlk192017439]Staff training and service improvements will improve guest retention and efficiency, increasing repeat bookings and F&B revenue.
· The break-even period is estimated to be 9-10 months, making this investment financially viable and sustainable.
To guarantee successful implementation, a structured action plan has been devised, delineating a phased approach to renovations, technology updates, and service improvements, all while minimising disruptions to hotel operations.
Management will be able to evaluate progress and make data-driven decisions for future upgrades by monitoring performance through key performance indicators (KPIs) such as visitor satisfaction scores, service response times, revenue growth, and online ratings.
➡️ Conclusion
The market position and revenue potential of Park Hotel will keep declining if its immediate issues are not addressed. Nevertheless, the hotel has substantial strengths and latent opportunities that can be capitalised on to foster long-term growth and competitiveness.
Park Hotel can improve passenger experiences, increase occupancy rates, and establish a more substantial brand reputation by investing in renovations, service training, digital transformation, and F&B improvements. These initiatives are financially viable, with a high return on investment (ROI), a brief break-even point, and the potential for long-term revenue growth.
This report offers a structured, explicit roadmap for the transformation of Park Hotel. The hotel can establish itself as a preferred hospitality destination in Latina by implementing these strategic changes, providing a modernised, guest-centric experience consistent with the industry's changing standards and consumer expectations.
Park Hotel can re-establish its reputation, increase operational efficiency, and guarantee sustainable profitability in the competitive hospitality market by implementing effective execution and ongoing performance monitoring.
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We specialise in identifying inefficiencies, developing staff training programs that yield measurable improvements, and implementing technology-driven solutions in hotels throughout Europe, where we have extensive experience. Our consultancy will comprehensively examine Park Hotel's challenges and offer strategic recommendations to improve operational efficiency, increase customer satisfaction, and raise long-term profitability.
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Introduction
Park Hotel, situated in Latina, Italy, is a mid-range hospitality establishment that accommodates leisure and professional travellers. The hotel can accommodate many clients, offering 121 rooms, banquet facilities, a seasonal outdoor pool, and a 24-hour front desk. Furthermore, its multilingual staff renders it an appealing alternative for international visitors. However, despite these advantages, the hotel has been confronted with operational challenges that have had a detrimental effect on its financial performance, online reviews, and visitor satisfaction.
The persistent issues associated with outdated room conditions, slow-paced service, low breakfast quality, weak Wi-Fi, and noise disturbances are highlighted in guest feedback from platforms such as Booking.com, Google Reviews, and TripAdvisor. Inefficiencies in front desk operations have resulted in extended check-in and check-out times, while complaints regarding cleanliness, damaged furniture and malfunctioning lifts have become more frequent. These operational deficiencies have led to a decline in occupancy rates, a reduction in customer loyalty, and a weakened competitive position in the market.
In the contemporary hospitality sector, there is an ongoing shift in guests' expectations as they increasingly seek personalised services, digital convenience, and well-maintained facilities. Modernised hotels implementing digital transformation, sustainability initiatives, and increased customer service models increasingly challenge Park Hotel. The hotel must implement targeted operational improvements, renovations, and staff development initiatives to maintain its relevance.
ProVision Hotel Consultants is a company that specialises in helping hospitality businesses optimise their operations, increase financial performance, and improve service quality. 
To construct an appropriate action plan and effectively evaluate the factors that affect Park Hotel's performance, this report will employ a variety of analytical frameworks. The STEEPLED analysis will determine the hotel's external factors, such as social, technological, economic, environmental, political, legal, ethical, and demographic trends. This analysis will highlight critical external pressures, including regulatory changes, evolving visitor expectations, and digital transformation trends that affect hotel operations.
Furthermore, the SOAR analysis will concentrate on identifying Park Hotel's strengths, opportunities, aspirations, and anticipated outcomes. Although the hotel is confronted with substantial infrastructure and service-related challenges, it retains strengths such as a strategic location, experienced staff, and extant banquet facilities that can be capitalised on for future expansion. It will be essential to acknowledge these strengths to develop strategies that leverage the hotel's current assets and resolve its weaknesses.
The TOWS analysis will subsequently assist in aligning the hotel's internal vulnerabilities with external opportunities and threats. This framework will facilitate strategic decision-making by identifying methods to convert challenges into actionable changes. Investing in high-speed Wi-Fi and innovative check-in systems can address visitor complaints about service inefficiencies and increase the hotel's appeal to business travellers. Similarly, the implementation of environmentally friendly initiatives can not only lower operational expenses but also attract visitors who prioritise sustainability.
Numerous significant sections will constitute this report. The initial section will comprehensively examine the hotel's current operational deficiencies and their influence on financial performance and guest satisfaction. The subsequent section will provide strategic recommendations that highlight the implementation of staff training programs, digitalisation, service upgrades, and room renovations. A financial feasibility assessment will be incorporated to assess the return on investment for each proposed initiative. Furthermore, an implementation strategy will be devised to guarantee a seamless transition while maintaining minimal disruption to hotel operations. Lastly, performance monitoring mechanisms will be suggested to assess the efficacy of these initiatives over time.
Park Hotel has the potential to improve its financial sustainability, market competitiveness, and client experience by addressing these operational inefficiencies and leveraging opportunities for modernisation. This report functions as a roadmap for attaining these objectives, guaranteeing that Park Hotel remains a preferred hospitality destination in Latina while adapting to evolving industry trends.

Overview of Park Hotel 
Park Hotel, situated in Latina, Italy, is a mid-range hospitality business that offers 121 accommodations, a seasonal outdoor pool, banquet facilities, and a 24-hour front desk. The hotel aims to accommodate international visitors by providing a convenient location and a multilingual staff to cater to business and leisure travellers.
Nevertheless, the guest experience is significantly influenced by cleanliness, service quality, and modern facilities, which are all critical factors in determining the success of a hotel (Lončar and Čerović, 2023). Park Hotel's reputation, customer retention, and revenue potential are all impacted by significant service inefficiencies and maintenance shortcomings despite its functional amenities, according to the Anagnostopoulou et al. (2019) study.
➡️ Key Issues Identified 
Recurring issues affecting Park Hotel's operational efficiency and service quality are revealed in Booking.com, Google Reviews, and TripAdvisor guest reviews.
1) Poor Room Conditions and Cleanliness Problems
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AI-generated content may be incorrect.]Guest satisfaction and loyalty are significantly influenced by cleanliness (Faiq and Supriyanto, 2023). Mould in bathrooms, peeling paint, damaged furniture, and dusty rooms are frequently reported by guests at Park Hotel (TripAdvisor, 2024). Park et al. (2019) discovered that visitors' assessments of hotels are significantly influenced by their perceptions of cleanliness, which are closely associated with the actual hygiene standards. Dissatisfaction is further aggravated by substandard housekeeping, which results in a decrease in repeat reservations and a decline in online ratings (Lončar and Knežević, 2023).
2) Slow Service and Staff Responsiveness Issues
Inconsistencies in hotel operations are indicated by guest complaints regarding extended check-in/check-out times and unresponsive staff members (Google Reviews, 2024). Ilham et al. (2023) have demonstrated that visitor retention and profitability are significantly influenced by service speed. The service is further delayed by inefficient communication between the housekeeping and front desk employees, which leads to negative guest experiences (Kensbock et al., 2019).
3) Breakfast Quality and Dining Experience Issues
Although dining experiences substantially impact guest perception, Park Hotel experiences challenges such as poor breakfast quality, malfunctioning coffee machines, and unresponsive service (Booking.com, 2023). Research suggests that customer satisfaction is significantly influenced by the quality of food and the presentation of the food (Souki et al., 2023). Return visits are discouraged, and the perceived value is reduced due to a lack of menu variety and service attentiveness (Prayag et al., 2019).
4) Noise and Maintenance Problems
A breakdown in routine maintenance is suggested by guest complaints regarding lift malfunctions, hallway noise and insufficient soundproofing (TripAdvisor, 2024). According to research, the quality of sleep and overall satisfaction are considerably influenced by the noise levels and room environment (Mohd Ali et al., 2023). Furthermore, visitors experience delays and may have adverse initial impressions upon arrival due to malfunctioning elevators (Xu and Li, 2015).
5) Wi-Fi and Technology Issues
Despite the expectation of modern travellers for efficient digital connectivity, Park Hotel's competitive disadvantage is further aggravated by its inadequate Wi-Fi and absence of intelligent in-room technology (Google Reviews, 2024). According to a study on guestroom experiences, business travellers' retention has been improved by digital services and high-speed internet (Moenga and Rotich, 2023). To increase the Park Hotel's market competitiveness and guest satisfaction, it is essential to invest in new technologies (Campo et al., 2014).

Root Causes of the Issues 
Internal inefficiencies and external market pressures are the primary factors contributing to Park Hotel's operational challenges. This section investigates the underlying causes of the primary issues identified in visitor reviews, substantiating them with academic research on hotel operations and guest satisfaction.
➡️ Lack of Investment in Maintenance and Renovation 
The main issue at Park Hotel is the absence of reinvestment in infrastructure and maintenance. TripAdvisor (2024) frequently highlights outdated rooms, worn-out furniture, and persistent issues with drainage, air conditioning, and lifts in guest complaints. Au-Yong, Hoh, and Amos (2024) have confirmed that effective maintenance practices are essential for visitor satisfaction, as poorly maintained facilities have a negative impact on hotel's reputation. 
Additionally, a study conducted by Turner and Hesford (2018) discovered that hotels that allocate adequate capital to renovations experience substantial increases in customer retention and revenue. Park Hotel is at a competitive disadvantage due to its inability to maintain pace with industry standards in modern design and technology. Research indicates that visitors are considerably more inclined to revisit a hotel that consistently upgrades its amenities (Sahid et al., 2021). 
Park Hotel is at risk of ongoing negative reviews, decreased reservations, and a general decrease in profitability in the absence of strategic renovations and proactive maintenance.
 ➡️ Inadequate Staff Training and Engagement 
Insufficient staff training and minimal engagement are frequently associated with mediocre customer service at Park Hotel. Slow response times, disinterested staff, and a lack of proactive service are commonly cited by guests (Google Reviews, 2024). Skordoulis et al. (2024) have provided empirical evidence that service quality directly correlates with financial performance and visitor satisfaction.
According to a study by Mchigani, Mugambi, and Kebaso (2019), a guest's experience is significantly influenced by housekeeping and front desk personnel. Hotels implementing structured training programs and employee engagement initiatives exhibit better online ratings and increased guest retention.
Investing in comprehensive staff development programs is crucial to strengthen the consistency and responsiveness of service. 

 ➡️ Outdated Operational Systems 
Long check-in times, delayed maintenance responses, and inefficient service coordination are frequently the subject of guest complaints at Park Hotel (Booking.com, 2023). These inefficiencies result from antiquated operational systems that are incapable of facilitating seamless communication among departments (Mercan et al., 2021).
A study on integrating hotel technology discovered that manual check-in processes adversely impact overall satisfaction and increase visitor frustration (Zhang, 2022). Operational efficiency and guest perception are significantly improved by digital solutions such as mobile check-in, AI-driven guest services, and intelligent housekeeping monitoring (Yadav and Raju, 2025).
Implementing contemporary hotel management software (HMS) would optimise Park Hotel's operations, reducing visitor wait times and improving service delivery. 

 ➡️ External Market Pressures 
Modernised hotels are providing high-end services and superior digital experiences, which is resulting in an increasingly competitive hospitality market in Latin America. According to research, hotels that neglect to adjust to technological advancements and improvements in service experience substantial decreases in revenue and travellers’ loyalty (Dsouza E. and Dsouza K., 2023).
Park Hotel must invest in modernisation, service quality improvements, and improved visitor engagement strategies to remain competitive. 

STEEPLED Analysis of External Factors Affecting Park Hotel 
A STEEPLED analysis investigates the external factors that affect Park Hotel's performance, identifying social, technological, economic, environmental, political, legal, ethical, and demographic trends that influence the hotel's operational sustainability and competitiveness (Pathak et al., 2025).
	Factor
	Impact on Park Hotel

	Social
	Guests increasingly expect personalised experiences, digital convenience, and sustainability initiatives. Hotels that fail to adapt risk declining guest satisfaction and loyalty (Li et al., 2020).

	Technological
	Outdated IT systems, weak Wi-Fi, and lack of smart room technology make the hotel less attractive to business travellers. Technology is a major driver of hotel competitiveness (Seyfi et al., 2024).

	Economic
	Rising operational costs (utilities, wages, maintenance) limit Park Hotel’s ability to reinvest in renovations. The hospitality sector’s recovery from COVID-19 remains slow (Weerathunga et al., 2020).

	Environmental
	The absence of eco-friendly initiatives (waste reduction, renewable energy) makes Park Hotel less attractive to sustainability-conscious travellers (Kapoor et al., 2022).

	Political
	New labour regulations in Italy impact staff scheduling and salary costs, requiring operational adjustments (Cunill et al., 2024).

	Legal
	The hotel must comply with the EU General Data Protection Regulation (GDPR) and ensure secure guest data management (Europa, 2025).

	Ethical
	Negative guest experiences due to poor service quality and outdated facilities affect brand trust and credibility (Ásgeirsson et al., 2024).

	Demographic
	Younger travellers demand digital convenience, contactless check-in, and smart room features, which Park Hotel lacks (Das, 2023).




Positive Aspects: SOAR Analysis 
Despite facing multiple operational challenges, Park Hotel possesses several strengths and opportunities that, if leveraged correctly, can position it as a competitive player in the hospitality market of Latina, Italy. The SOAR framework allows us to focus on the hotel's positive aspects and strategic potential. 
➡️ Strengths 
Park Hotel is in a prime location in Latina, offering convenient access to major attractions and business centres. The multilingual staff is an asset in attracting international visitors, which benefits the customer experience. The hotel's appeal to leisure and business travellers generates a diversified revenue stream, which is facilitated by amenities such as a seasonal outdoor pool, banquet hall, and meeting rooms. Service quality and reputation substantially impact hotel performance, as demonstrated by a study conducted by Ásgeirsson et al. (2024). This underscores the significance of these characteristics. 
 ➡️ Opportunities 
Smart check-ins, mobile room controls, and data-driven customer engagement are all contributing to the digital transformation of the hospitality industry, which is improving the passenger experience. The hotel can attract environmentally conscious travellers and align with industry sustainability trends by implementing eco-friendly initiatives (Elgahwash et al., 2023). Improved customer satisfaction has been demonstrated to be achieved through attentive service and better menu offerings (Li et al., 2020).
 ➡️ Aspirations
By leveraging these strengths and opportunities, Park Hotel may position itself as the premier mid-range hotel in Latina, catering to business and leisure travellers. This corresponds with the results that indicate that a strong brand image and guest-oriented service result in heightened guest loyalty (Sofi et al., 2024).
 ➡️ Result
The successful implementation of these strategies can lead to increased revenue, improved guest ratings, and higher occupancy rates. Customer perception and experience substantially impact long-term financial performance, as indicated by research on hotel competitiveness (Phan et al., 2021). Consequently, the future expansion of Park Hotel will be dependent upon its capacity to improve its positive attributes.
Future Directions: TOWS Analysis  
To guarantee Park Hotel's long-term prosperity, a TOWS analysis is implemented to reconcile the hotel's internal strengths and deficiencies with external opportunities and threats. This strategic approach facilitates the transformation of obstacles into viable solutions (Sahir and Dachyar, 2021).
Internal Strengths vs. Internal Weaknesses
	Strengths
	Weaknesses

	Prime location
	Outdated infrastructure

	24-hour front desk
	Poor cleanliness

	Meeting and banquet spaces
	Slow service and staff inefficiency



Park Hotel's competitive advantage in attracting business and leisure travellers is derived from its strategic location in Latina. However, ageing infrastructure, inconsistent cleanliness, and slow service negatively impact visitor satisfaction and retention. According to research, the profitability of hotels is declining due to staff inefficiency and inadequate maintenance (Aissa and Goaied, 2016).
SO Strategies (Using Strengths to Seize Opportunities)
	External Opportunities
	SO Strategies

	Digital transformation
	Upgrade Wi-Fi and adopt innovative guest services.

	Growth in eco-tourism
	Introduce sustainable initiatives



Park Hotel's competitive advantage in attracting business and leisure travellers is derived from its strategic location in Latina. However, ageing infrastructure, inconsistent cleanliness, and slow service negatively impact visitor satisfaction and retention. According to research, the profitability of hotels is declining due to staff inefficiency and inadequate maintenance (Aissa and Goaied, 2016).

ST Strategies (Using Strengths to Counter Threats)
	External Threats
	ST Strategies

	Increasing competition
	Strengthen branding with premium service.


Hotels unwilling to distinguish themselves have difficulty attracting and retaining visitors in Latin America, where competition is rising. To differentiate itself from its competitors, Park Hotel must prioritise exceptional service quality, innovative branding strategies, and personalised visitor experiences (Arapou and Kapiki, 2023).
Park Hotel can capitalise on new opportunities and ameliorate vulnerabilities by implementing digital upgrades, sustainability programs, and premium guest services. Research has demonstrated that hotels that are proactive in their innovation and modernisation efforts are more resilient to market fluctuations and competition (Rustandi, 2020).
Challenges and Opportunities
Examining Park Hotel's operations exposes substantial obstacles that affect the quality of service, the guest experience, and the hotel's competitive position. Negative visitor reviews and declining occupancy rates have resulted from outdated rooms, slow service, low breakfast quality, and weak Wi-Fi (TripAdvisor, 2024).
The primary causes of these challenges are a lack of investment in property maintenance, outdated operational systems, inadequate staff training, and increasing competition. Studies confirmed that hotels that disregard modernisation experience declining revenue and customer loyalty (Turner and Hesford, 2018).
Park Hotel is under additional pressure to adapt and evolve due to competitors offering superior amenities, digital advancements, and changing consumer expectations (Yadav and Raju, 2025). However, the hotel possesses several significant advantages, such as a prominent location, a multilingual staff, and the potential for modernisation.
Park Hotel must allocate resources to targeted renovations, comprehensive staff training, technology advancements, and improved services to regain market competitiveness. Research indicates that hotels that strategically reinvest in guest-centric improvements experience long-term financial and reputational advantages (Sahir and Dachyar, 2021).
Park Hotel can improve guest satisfaction, reinforce online ratings, and increase overall profitability by implementing a structured improvement plan to address these challenges. 

Infrastructure and Room Renovations 
 ➡️ Recommendation
Park Hotel should prioritise room renovations and infrastructure upgrades to boost the guest experience and improve its online reputation. Key improvements include:
· Modernizing rooms with new furniture, improved soundproofing, and updated bathrooms.
· Addressing noise issues through better insulation and hallway noise control.
· Improving elevator maintenance to prevent frequent breakdowns and delays.
Research has verified that hotels that invest in renovations experience substantial short-term improvements in operational efficiency, revenue, and customer satisfaction (Turner and Hesford, 2018). Furthermore, renovated properties increase bookings while improving visitor loyalty (El-Sayed et al., 2023).
➡️ Implementation Steps
A phased renovation approach minimises disruptions while ensuring measurable improvements:
1) Phase 1: Renovate 30% of rooms to test guest response and assess ROI.
2) Phase 2: Full-scale upgrades within 12 months based on Phase 1 results.
3) Infrastructure: Implement scheduled maintenance for elevators and soundproofing solutions.
Optimal renovation planning reduces revenue loss while maximising long-term profits (Alotaibi et al., 2021).
➡️ Expected Outcome 
· Higher guest satisfaction scores and improved online reviews.
· Reduction in maintenance costs from outdated infrastructure.
· Increased bookings and competitive positioning in the Latina hospitality market.
By strategically investing in renovations, Park Hotel can revitalise its guest experience and increase profitability (El-Sayed et al., 2023).
Housekeeping and Cleanliness Improvements
➡️ Recommendation
To address cleanliness concerns and improve guest satisfaction, Park Hotel should implement structured housekeeping improvements:
· Develop detailed housekeeping checklists with daily inspections to guarantee cleaning standards are met.
· Introduce guest feedback tracking to monitor cleanliness satisfaction and resolve complaints proactively.
It is a top priority for hotel operations to prioritise cleanliness, as research has demonstrated that it substantially impacts visitor satisfaction and hotel reputation (Mchigani, Mugambi, and Kebaso, 2019).
➡️ Implementation Steps
1) Hire housekeeping supervisors to oversee quality control and ensure staff adherence to cleanliness protocols.
2) Implement automated housekeeping request tracking to minimise response delays and improve service efficiency.
3) Introduce digital feedback forms where guests can rate cleanliness and report issues in real time.
A study on housekeeping efficiency discovered that real-time feedback mechanisms, digital monitoring, and supervision can reduce guest complaints and improve service quality (Giovanni et al., 2022).
➡️ Expected Outcome
· Higher guest satisfaction ratings, as cleanliness remains among the most critical factors in hotel evaluations (Septiany et al., 2024).
· Reduction in negative reviews, boosting the hotel's online reputation and bookings.
· Heightened operational efficiency, as structured housekeeping processes lead to fewer guest complaints and improved workflow.
Park Hotel can significantly improve cleanliness standards, elevate guest trust, and drive repeat business by implementing supervisory oversight, digital tracking, and real-time feedback.

Service Improvement and Staff Training 
➡️ Recommendation
To improve the quality of service and the contentment of guests, Park Hotel should implement performance-based incentives and structured staff training programs:
· Comprehensive guest service training for front desk, housekeeping, and restaurant staff to improve engagement and efficiency.
· Performance-based incentives to motivate staff, reinforcing excellence in service delivery.
Research has demonstrated consistent service training improves visitor satisfaction and fortifies brand loyalty. Furthermore, incentive-driven training promotes improved productivity and service consistency (Manhas and Tukamushaba, 2015).
➡️ Implementation Steps
1) Monthly training workshops on guest engagement, problem resolution, and hospitality etiquette.
2) Quarterly staff performance reviews, linking service quality metrics to bonus and recognition programs.
3) Interactive role-playing sessions to simulate guest interactions and improve practical service skills.
Research indicates that staff training improves customer responsiveness and increases visitor satisfaction and repeat visits (Manhas and Tukamushaba, 2015).
➡️ Expected Outcome
· Faster service response times, reducing guest wait periods and improving efficiency.
· Stronger customer interactions, increasing the hotel's reputation for high-quality service.
· Greater employee motivation, resulting in better teamwork and overall guest satisfaction.
Park Hotel has the potential to further improve its service standards and client loyalty by investing in structured performance incentives and continuous training (Crossman, 2024).
Digitalization and Wi-Fi Upgrades 
➡️ Recommendation
To boost guest experience and cater to modern traveller expectations, Park Hotel should implement Wi-Fi and digital service upgrades:
· Upgrade to high-speed fibre-optic Wi-Fi to improve hotel connectivity, benefiting business and leisure travellers.
· Introduce self-check-in kiosks and mobile key access to reduce front desk congestion and improve convenience.
Mellinas and Nicolau (2020) have confirmed that guest satisfaction and hotel bookings are substantially influenced by Wi-Fi quality, with poor connectivity being a common cause of negative reviews. Furthermore, research indicates that operational efficacy and guest perception are improved by self-service technology, including mobile check-ins (Abdel-Hamid et al., 2022).
➡️ Implementation Steps
1) Install high-speed fibre-optic internet to improve network stability and connectivity.
2) Integrate Hotel Management Software (HMS) for seamless guest check-ins, housekeeping tracking, and personalised guest experiences.
3) Implement digital concierge services, including AI chatbots for quick guest inquiries (Richardson et al., 2023).

➡️ Expected Outcome
· Improved business traveller experience, increasing the likelihood of corporate bookings.
· Improved operational efficiency, reducing wait times and improving guest satisfaction scores.
· Higher guest retention rates, as digital conveniences are a key factor in hotel selection.
Park Hotel can modernise visitor experiences, increase competitiveness, and attract a broader customer base by prioritising digital transformation and network improvements (Bulchand-Gidumal et al., 2019).
Food and Beverage
➡️ Recommendation
To elevate the dining experience at Park Hotel, food and beverage service improvements should include:
· Expanding the breakfast selection with fresher, more diverse options.
· Upgrading kitchen equipment, including new coffee machines and buffet stations, to ensure efficiency and food quality.
Studies have demonstrated that the quality of food and beverages directly impacts visitor satisfaction and retention, making it a critical component of hotel success (Abdullah, Sufi, and Kumar, 2023).
➡️ Implementation Steps
1) Train staff on guest-focused dining service, emphasising efficiency and hospitality.
2) Refresh the menu based on guest feedback, introducing healthier and international options.
3) Optimise kitchen workflow with new equipment to ensure faster service and food consistency.
Research confirms that improving food service quality increases guest loyalty and repeat visits (Manal et al., 2024).
➡️ Expected Outcome
· Higher guest satisfaction ratings for breakfast and dining experiences.
· Reduction in negative reviews related to food quality.
· Increased repeat visits and improved reputation through enhanced food service standards.



Change Management Strategies 
A structured change management approach is necessary to minimise resistance, promote staff engagement, and maintain financial feasibility when implementing operational changes at Park Hotel. Research has demonstrated that hotels' operational efficiency and visitor satisfaction are improved by effective change management (Grynko et al., 2024).
➡️ Managing Staff Resistance to Change
The hospitality industry frequently encounters resistance to digitalisation, new technology, and improvements to service. Employees may experience anxiety regarding employment insecurity or encounter difficulties in adjusting to new systems (Baquero, 2022).
To address this
· Conduct awareness sessions to explain the benefits of the changes.
· Involve staff in decision-making, allowing them to contribute feedback and feel included in the transition process.
Studies indicate that employee involvement significantly reduces resistance and improves adaptability.
➡️ Training and Development 
It is essential to provide proper training to employees to facilitate their ability to adjust to digitalisation and improvements in service. Research indicates operational efficiency and visitor satisfaction are directly associated with staff training (Dhoundiyal and Mathur, 2022).
To implement this:
· Introduce hands-on training sessions focused on digital systems and guest service improvements.
· Offer incentives for adaptability, such as performance-based bonuses and career advancement opportunities.
Continuous training and rewards boost employee morale and encourage a positive approach to change.
➡️ Communication Strategies 
Clarity and alignment are guaranteed by effective communication during organisational transformations. Research has demonstrated that transparent communication fosters cooperation and mitigates uncertainty (Ibrahim and Fayyad, 2022).
Key strategies include:
· Monthly feedback meetings where employees can share concerns and management can provide updates.
· Assigning team leaders as change facilitators to assist in guiding their colleagues through the transition process.
Team-based leadership promotes a supportive environment, which facilitates rapid change adoption (Bagrationi and Gordienko, 2024).

Cost and Financial Feasibility 
Financial planning is crucial for the sustainable implementation of change. To manage costs effectively:
· Implement changes in phases, prioritising high-impact improvements first.
· Seek government grants and funding programs for digital upgrades, as many countries offer financial support for technology adoption in the hospitality industry (JO Consulting, 2025).
Park Hotel can guarantee seamless transitions with minimal disruption to operations and staff morale by strategically and efficiently organising change management.
➡️ Success Measurement and Evaluation 
Park Hotel must implement Key Performance Indicators (KPIs) and structured evaluation methods for the recommended adjustments to be effective. Research has demonstrated that hotels implementing quantifiable key performance indicators (KPIs) strengthen operational efficiency and visitor satisfaction (Dasandara et al., 2022).
➡️ Key Performance Indicators (KPIs) for Success
To track the success of service improvements, digitalisation, and infrastructure investments, Park Hotel should monitor the following KPIs:
· Guest satisfaction scores and online reviews to measure service quality improvements.
· Reduction in check-in/check-out time, indicating improved operational efficiency.
· Housekeeping efficiency, tracked by the number of complaints and response time.
· Revenue growth from repeat bookings, measuring guest retention success.
Research confirms that KPIs are essential for evaluating hotel performance, ensuring that investments bring tangible benefits (Akhtar and Sultan, 2023).
➡️ Methods of Evaluation 
For accurate performance tracking, Park Hotel should implement:
1. Monthly reports comparing pre- and post-implementation KPIs. This provides data-driven insights into the effectiveness of operational changes (Sklyar and Kharchenko, 2018).
2. Guest feedback surveys directly assess customer experience improvements and guide future strategies.
3. Compare Park Hotel’s performance with nearby hotels to ensure competitive positioning.
Research suggests that consistently assessing key performance indicators (KPIs) guarantees financial sustainability and continuous improvement (Pardinha et al., 2023).
Park Hotel can guarantee consistent revenue growth, guest contentment, and service improvements through data-driven performance tracking.
➡️ Financial Considerations and Cost Estimations
A return on investment (ROI) analysis has been implemented to evaluate the financial feasibility of the proposed upgrades at Park Hotel. Research suggests that strategic renovations and improved services increase operational efficiency, revenue growth, and occupancy rates (Turner and Hesford, 2018). 
The following are the estimated costs, projected revenue increases, and ROI calculations:
	Initiative
	Estimated Cost (£)
	Expected Annual Revenue Increase (£)
	ROI (%) in 3 Years

	Room and bathroom renovations
	£85,000
	£76,500 (10% occupancy increase)
	170%

	Wi-Fi Upgrade
	£21,000
	£34,000 (increased business traveller bookings)
	160%

	Staff training programs
	£17,000
	£30,000 (reduced turnover, improved service ratings)
	175%

	Self-check-in kiosks
	£42,000
	£64,000 (faster service, fewer front desk delays)
	150%

		Breakfast improvements



	



	£13,000
	£25,500 (higher guest satisfaction, increased F&B revenue)
	200%

	Total Investment
	£178,000
	£230,000 (per year)
	Average ROI: 165% in 3 Years



➡️ Investment Feasibility Analysis 
1) Break-even Period
· The total investment is £178,000, with an estimated £230,000 in additional annual revenue.
· The improvements are expected to recover costs within 9-10 months fully.
2) Revenue Growth and Occupancy Impact
· Room renovations will increase occupancy from 65% to 75%, generating an extra £76,500 per year.
· Digitalisation (Wi-Fi and self-check-in kiosks) will increase business traveller bookings, leading to an estimated £98,000 in added revenue annually (Gregolinska et al., 2022).
3) Operational Efficiency and Cost Reduction
· Staff training will reduce employee turnover by 20%, lowering recruitment costs and improving service ratings (Jun and Eckardt, 2023).
· Self-check-in kiosks will cut front desk labour costs by 15%, saving £21,000 annually.
The investment is expected to generate sustainable long-term revenue growth and is financially viable, with an average ROI of 165% over three years.

Benefits of Implementing the Recommendations 
Implementing the proposed advancements at Park Hotel will result in immediate and long-term advantages, including increased financial performance, sustained development, and improved guest satisfaction. Risk mitigation strategies will also protect against unexpected operational challenges (Hapsari and Damayanti, 2023).
➡️ Short-Term Benefits 
Within the first 6-12 months, the hotel can expect immediate operational improvements, including:
· Higher cleanliness standards due to structured housekeeping improvements.
· Faster check-in/out processes from self-check-in kiosks and digitalised front desk services.
· Improved guest satisfaction, as research confirms that quick service adjustments lead to an average 15% increase in positive online reviews (Dasandara et al., 2022).
➡️ Long-Term Benefits
Over 2-3 years, sustained improvements will result in:
· Higher occupancy rates projected 10% increase due to modernised rooms and upgraded services.
· Stronger brand reputation, developing competitiveness against rival hotels.
· Revenue growth, with improved guest retention leading to a projected £230,000 in annual additional revenue.
· Operational efficiency, reducing labour costs by 15% through digital transformation (Gregolinska et al., 2022).
➡️ Risk Mitigation Strategies
Park Hotel must implement proactive risk management measures to prevent disruptions or cost overruns:
· Contingency plans for unexpected delays or budget constraints.
· Regular tracking and performance inspections to measure progress against KPIs (Islam and Islam, 2024).
· Gradual implementation strategy to avoid operational disruptions.
According to research, hotels implementing structured risk mitigation frameworks are 30% less susceptible to revenue losses because of operational modifications (Zavidna, 2018).
Park Hotel can minimise operational risks and achieve long-term profitability using a well-planned, phased approach.




Action Plan Table
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget (£)

	1
	Outdated and poorly maintained rooms
	Renovate 30% of rooms first, followed by a full-scale upgrade
	Modernised guest experience, increased occupancy rates
	Phase 1: 
6 months
Phase 2: 12 months
	Phase 1: July 2025
Phase 2: January 2026
	£85,000

	2
	Slow check-in and check-out process
	Install self-check-in kiosks and digital key access
	Faster service, reduced front desk workload
	3 months
	May 2025
	£42,000

	3
	Weak Wi-Fi connectivity
	Upgrade to high-speed fibre-optic internet
	Improved business traveller satisfaction, better reviews
	2 months
	April 2025
	£21,000

	4
	Poor breakfast quality and limited variety
	Upgrade buffet stations and refresh menu based on guest feedback
	Enhanced dining experience, increased F&B revenue
	4 months
	June 2025
	£13,000

	5
	Inconsistent housekeeping and cleanliness issues
	Implement detailed checklists, digital housekeeping tracking, and staff training
	Higher cleanliness ratings, fewer complaints
	Ongoing training for 12 months
	December 2025
	£17,000

	6
	Untrained staff leading to poor service
	Conduct guest service training and introduce performance incentives
	Improved staff motivation and customer interactions
	6 months
	July 2025
	£20,000

	7
	Lack of structured risk mitigation for changes
	Implement performance tracking and contingency planning
	Smooth operational changes with minimal disruptions
	Ongoing
	Quarterly reviews
	Included in operational costs





Conclusion
An in-depth analysis of the hotel's operational challenges, market positioning, and potential for strategic development has been provided in the consultancy report for Park Hotel. The analysis showed several critical issues, such as outdated room conditions, slow-paced service, low-quality breakfast, weak Wi-Fi connectivity, and maintenance inefficiencies. These issues have directly influenced the reduction of revenue performance, negative online reviews, and declining visitor satisfaction. It is imperative that Park Hotel confront these obstacles to maintain its competitiveness and long-term sustainability in a rapidly changing hospitality industry.
A more thorough investigation of the underlying factors revealed that the hotel's challenges result from inadequate staff training, outmoded operational systems, limited infrastructure reinvestment, and escalating competition. The necessity for modernisation has been further underscored by external pressures, including technological advancements, regulatory demands, changing visitor expectations, and internal limitations. Hotels that invest in renovations and service improvements proactively experience substantial benefits, such as improved financial performance, stronger guest loyalty, and higher occupancy rates, as evidenced by comparative research within the hospitality industry.
The consultancy has devised a structured action plan that prioritises critical areas of development to reverse these negative trends. These include infrastructure renovations, digitalisation, staff training, and service improvements. Each suggestion guarantees operational efficiency, increased guest contentment, and long-term financial sustainability. Modernising guest rooms, soundproofing common areas and upgrading lifts will improve the overall visitor experience, resulting in improved online reviews and higher occupancy rates. Implementing digital tracking systems and rigorous housekeeping quality control will directly impact visitor satisfaction levels and perceptions, further elevating cleanliness standards.
Another critical area of focus is improving the quality of service. The efficacy and responsiveness of employees will be improved by implementing performance-based incentives, conducting regular staff training, and establishing leadership programs. In addition to reducing visitor complaints, these measures will increase employee motivation and retention. Furthermore, the demands of contemporary travellers, particularly business visitors who prioritise seamless digital experiences, will be met by technological advancements such as high-speed Wi-Fi upgrades, mobile key access, and self-check-in kiosks. Guest satisfaction and revenue from dining operations will be boosted by improvements in food and beverage services, such as improved breakfast options and upgraded kitchen equipment.
The financial feasibility analysis affirms that these proposed changes are essential and economically viable. An estimated investment of £178,000 is anticipated to generate an additional £230,000 in annual revenue, resulting in a return on investment of 165% over three years. According to the break-even analysis, Park Hotel will recover its expenses within nine to ten months of implementing these modifications. This financial projection proves the practicality of the proposed strategies and illustrates the tangible advantages of investing in modernisation.
By adhering to this strategic plan, Park Hotel can anticipate substantial gains in numerous domains. Better guest experiences and improved service quality are anticipated to fuel an increase in occupancy rates from 65% to 75%. Leveraging technology and implementing sustainable, eco-friendly initiatives will also give the hotel a competitive advantage. Reducing delays and eliminating cost inefficiencies will be achieved through operational efficiencies, particularly in sanitation and service delivery. Most importantly, an overall increase in visitor satisfaction will lead to higher online ratings, repeat bookings, and direct revenue.
A comprehensive roadmap for Park Hotel's transformation has been provided in this report. The hotel will fortify its market position, improve its brand reputation, and guarantee long-term growth by implementing these suggestions. 
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ProVision Hotel Consultants are grateful to the management of Park Hotel for their dedication and collaboration towards improving operational excellence and guest experiences. The hotel's proactive approach to hospitality success is evidenced by its commitment to constant advancement.
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very negative experience

Iarrived in the room and immediately smelled a strong sewer
down in the hol | pointed out yes this problem but.... the girl replied
thatitis not possible will smell of cigarettes.

I couldn't believe it instead of apologizing he told me | was wrong
and concluded if there was a repeat of the problem of bringing it
up.

surface cleaning

the bathroom taps full of limestone

the very dirty shower and worn door frames

the broken hair dryer the air comes out of the pipe instead of the.
nozzle

creaky bed and hard mattress

breakfast good but the room is very ruined in the decor

no service

none to explain how breakfast works

arrived you think you have to make your own cappuccino from the
machines present (I don't like it)

then

asking | discover that a cappuccino and a coffee from the bar are
included with breakfast.

But you want to tell me?

Itis the first time | arrive in this city and the reception was not the
best
SORRY @

When I return | will never stop at this hotel again
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Mechelen, Belgium
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Short business trip

I chose the hotel for its location and not its quality. The staff were
friendly and helpful. The room was a superior room, | don't want to
know what | would have gotten if | booked a standard room.. The
room was clean and big, but has no amenities whatsoever (except
for a TV and WIFI). 2 lights were broken and stickers (as youd find
in ayouth hostel) were stuck on cupboards. The bathroom is
rather small, but has everything you need. There was mould on the:
bathroom ceiling. The restaurant on the 4th floor was nice and
served good food. Breakfast is standard, but good. Allinall not @
bad stay for 3 stars.

In other reviews | read about the noise from the floor above and
the flimsy doors and | can vouch that that is correct. Chairs get
moved around and you can hear everyone in the hallway. The
noise does calm down by 22:00.
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Overnight stay at Park Hotel Latina Italy

The staff at the Hotel are friendly and helpful and spoke English if
required. We had dinner in the rear garden area of the hotel. The
menu was fixed, but there was plenty of options. The meal and
service was very good.  Our bedroom was quaint to say the least.
(see photo) Air conditioning operated but was not very effective.
Bathroom facilities were basic and the shower screens were
plastic which was falling out of the frames and difficult to close
and open. Also the noise level carried from the outdoor dining
area and hallways. The elevator broke down and was still not
operating the following morning, and we were staying on the 3rd
floor with baggage.

Breakfast was forgettable with dried up eggs and limited
selection, wait staff were more intent on cleaning/tiding the area
than assisting guests.  In my opinion the hotel looked dated and
tired with linoleum floor coverings in the room, basic and worn out
bathrooms, dated decor and overgrown and untidy gardens both
in front and at the rear of the hotel.
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This review is the subjective opinion of  Tripadvisor member and not of Tripadvisor LLC.
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(Translated by Google) The room was absolutely not what | saw in the photos! Very small
bathroom with the added bonus of odors coming from the pipes. Large but very full parking
lot, missing ground markings would make more room. Breakfast not restocked in the
morning first come first served. The cleaning of the rooms is not carried out correctly apart
from your staff only one of your employees changed the towels and wanted to change the
sheets in 6 days in your establishment and I told him no since | was leaving the next day....
Attention paid swimming pool.
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wrote a review
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@0000 Mar 2024 see
PITIFUL

Pitiful hotel, hair everywhere (even on the various dishes) and
stained beds. The food was quite good but with little choice.
Staff,6/10. The rooms are nice but not very clean, we found waste
paper under the beds (not ours). Some doors don't close properly
and radiators don't turn off. 2 G2 P Experience not to be
repeated, not recommended at all, price too high for the place.

translated by Google  Show original
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This review is the subjective opinion of @ Tripadvisor member and not of Tripadvisor LLC.
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standards. Read our transparency report to learn more.
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Room or hovel?

The basic room is a hovel, mold in the bathroom, peeling doors,
dust everywhere, broken air conditioning, indecent spaces. A
room that takes courage to sell or propose to the guest. Not to
mention breakfast. Practically empty fruit basket, minimal choice
of croissants. Broken cappuccino machine. A disaster. Definitely

worth reviewing.
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