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The consultancy industry is instrumental in supporting firms across diverse sectors, offering guidance that addresses key operational and strategic challenges (Burnes, 2014). In the hospitality sector, consultancy services are particularly beneficial, providing hotels with expertise on improving guest satisfaction, optimizing service standards, and bolstering competitive positioning in a dynamic market (Gond, Brès & Mosonyi, 2024). Consultancy firms assist hospitality businesses in identifying operational gaps, creating actionable strategies, and implementing industry-aligned best practices (Anagnostopoulou et al., 2020). Through data-driven insights and industry knowledge, consultancy services enable hotels to transform obstacles into growth opportunities, ultimately enhancing both market positioning and profitability (Hughes, 2023).
A consultancy report is a vital tool in this industry, systematically assessing a company's strengths and weaknesses while evaluating external influences on performance (SIS International Research, 2024). This report offers a strategic roadmap for organizations facing significant challenges, including specific recommendations to resolve pressing issues, such as improving service quality, facility maintenance, staff training, and brand reputation (Sahay & Goldthwaite, 2024). By providing actionable insights, consultancy reports equip hotel management with structured methods to tackle operational issues and elevate guest satisfaction, which directly translates to improved revenue and stronger market standing (Dong, 2024).
This consultancy report, commissioned for Best Western City Centre Hotel, will leverage MK Consultancy's expertise in hospitality. MK Consultancy, with a focus on service-oriented sectors, has an established record in enhancing hotels' operational efficiency, guest experiences, and market positioning (MK Consultancy, 2024). Through a comprehensive analysis of guest feedback, staff evaluations, and infrastructure inspections, MK Consultancy will address critical issues at the hotel, including cleanliness, service consistency, infrastructure reliability, and safety. These factors directly impact the hotel’s reputation, client satisfaction, and ultimately, its competitive edge (Cheng et al., 2019).
The Best Western City Centre Hotel, part of the renowned Best Western Hotels & Resorts chain, has operated since 1996 in central Brussels, a prime location near North Station and major city attractions (NorthStar Travel Weekly, 2024). This 3-star hotel, last renovated in 2012, offers 49 rooms and attracts both leisure and business travellers. Positioned as a budget-friendly option, the hotel features essential amenities, such as complimentary Wi-Fi, air conditioning, a paid breakfast buffet, and 24-hour reception. These amenities appeal to budget-conscious and corporate clientele seeking comfort and convenience (TripAdvisor, 2024). Despite its strategic location and affordability, the hotel struggles with client satisfaction, as reflected in an average TripAdvisor rating of 3.0 and a 9th ranking among 13 hotels in the Saint-Josse-ten-Noode area (TripAdvisor, 2024).
Key challenges affecting Best Western City Centre include inconsistent cleanliness, variable service quality, frequent maintenance issues, and safety concerns in the surrounding area. Negative guest reviews frequently cite issues such as bedbugs, Mold, and unreliable Wi-Fi, significantly detracting from guest experience and hotel reputation (Anagnostopoulou et al., 2020). Additionally, there is inconsistency in staff interactions; while some guests find the staff helpful, others report indifferent or unprofessional behaviour, undermining guest confidence (Harvey, 2023). The hotel’s proximity to areas with visible homelessness has also raised safety concerns among guests, especially those unfamiliar with the area (Gov, 2021).
Negative reviews on cleanliness, service, and safety pose reputational risks, potentially deterring future bookings and impacting revenue. Compounding this is fierce competition from nearby hotels, many of which maintain higher ratings and better reviews, making it harder for Best Western City Centre to attract guests (TripAdvisor, 2024). If these issues are not effectively addressed, the hotel risks losing its competitive edge, especially in a hospitality landscape where online reputation plays a pivotal role in attracting guests (Harvey, 2023).
This report includes a comprehensive SWOT analysis to outline the hotel’s strengths, weaknesses, opportunities, and threats. Best Western City Centre’s central location, affordable rates, and essential amenities position it well for budget-conscious travellers. However, its weaknesses namely, inconsistent cleanliness, variable service quality, frequent maintenance issues, and safety concerns pose significant barriers to achieving higher guest satisfaction and market competitiveness. Key opportunities include the potential to enhance service through training, improve housekeeping standards, renovate facilities, and market the hotel as a budget-friendly option for corporate guests. In contrast, threats include negative online reputation, competition from nearby hotels, and a potential decline in demand within the 3-star market segment due to evolving guest expectations (TripAdvisor, 2024; Gond, Brès & Mosonyi, 2024).
The TOWS matrix builds on the SWOT analysis, outlining specific strategies to leverage strengths and mitigate weaknesses. For example, the hotel’s central location and affordable rates could be utilized to appeal further to budget-conscious and corporate travellers. However, addressing weaknesses like inconsistent cleanliness and service quality will require investment in staff training and facility maintenance. By enhancing customer service, improving housekeeping standards, and addressing safety concerns, the hotel can better compete with nearby hotels and foster positive guest reviews (Sahay & Goldthwaite, 2024).
Key recommendations for Best Western City Centre include:
Enhanced Customer Service Training
Improving Housekeeping Standards
Infrastructure Maintenance
Safety Improvements
Online Reputation Management
Increase the average online review rating from 3.0 to 4.5 within 12 months by addressing cleanliness, service consistency, infrastructure reliability, and safety perceptions.
Achieve a 30% increase in guest satisfaction survey scores related to cleanliness and service, as well as a 95% staff training completion rate with at least a 90% pass rate in service quality assessments.
Implement a phased plan for infrastructure improvements and enhanced safety measures by the end of the second quarter to foster a secure and comfortable environment (Gottfried, 2022).
MK Consultancy’s targeted strategies offer Best Western City Centre a roadmap to enhance guest satisfaction, operational efficiency, and competitive positioning (Burnes, 2014). By systematically addressing weaknesses through training, improved housekeeping, maintenance upgrades, and safety measures, the hotel can restore its reputation and attract more bookings. Implementing these recommendations will improve guest experience and foster sustainable growth (Harvey, 2023). Through MK Consultancy’s expertise, Best Western City Centre can emerge as a credible, appealing choice for budget-conscious guests in Brussels, ultimately strengthening its market position and brand reputation (Best Western International, 2024; Cheng et al., 2019).
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Consultancy report for the Best Western city centre hotel, Brussels
[bookmark: _Toc182231194]Introduction

The consultant industry is essential in assisting firms in many industries to navigate problems, enhance operations, and attain sustainable growth (Burnes, 2014). Consultancy services in the hospitality sector are particularly advantageous, offering hotels professional guidance on enhancing visitor happiness, optimising service delivery, and strengthening competitive positioning in a fluctuating market (Gond, Brès & Mosonyi, 2024). Consultancy services assist hospitality enterprises in recognising operational deficiencies, formulating actionable plans, and executing best practices in accordance with industry trends and shifting client expectations (Anagnostopoulou et al., 2020). Consultancy services enable hotels to convert obstacles into opportunities by utilising strategic skills and comprehensive industry knowledge (Hughes, 2023).
A consultancy report is an essential instrument in this industry, providing a systematic assessment of a company's strengths, shortcomings, and external influences on performance (SIS International Research, 2024). A consultancy report offers data-driven answers to crucial challenges for a failing organisation, together with a clear roadmap for improvement (Sahay & Goldthwaite, 2024). A consultation study can provide specific solutions to improve service quality, facility maintenance, staff training, and brand positioning for a hotel facing challenges with guest satisfaction, internet reputation, or operational discrepancies. This research provides hotel management with a systematic method to tackle certain difficulties, hence enhancing customer happiness and boosting income (Dong, 2024).
MK Consultancy utilise its knowledge in the hospitality industry to tackle the specific difficulties confronting the Best Western City Centre Hotel. MK consultant, a consultant business focused on service-oriented sectors, has a proven history of assisting hotels in enhancing operational efficiency, augmenting guest experiences, and bolstering market positioning (MK Consultancy, 2024). MK Consultancy seeks to deliver practical ideas customised to Best Western City Centre's requirements through an extensive methodology involving guest feedback analysis, personnel evaluations, and infrastructure inspections. This study will examine critical factors impeding the hotel’s success, such as cleanliness, service consistency, infrastructure reliability, and safety concerns—all of which are pivotal to the hotel’s reputation and client happiness (Cheng et al., 2019).

The Best Western City Centre Hotel, affiliated with the renowned Best Western Hotels & Resorts company, The Brussels Hotel has been in business since 1996 and is centrally situated, in proximity to North Station and other city attractions (NorthStar travel Weekly, 2024). The establishment comprises 49 rooms and had its most recent renovation in 2012 (Best Western International, 2024). Promoted as a 3-star, high end hotel, it attracts both leisure and business travellers by providing fundamental services such complimentary Wi-Fi, air conditioning, a breakfast buffet for a charge, and round-the-clock reception. These services provide customers the expected ease and comfort at an economical price, notably attracting budget-conscious and business clients (TripAdvisor, 2024). Nevertheless, despite these amenities, the hotel faces challenges with client satisfaction, evidenced by its average rating of 3.0 on TripAdvisor and its ninth position among thirteen hotels in the Saint-Josse-ten-Noode region (TripAdvisor, 2024).
This study will undertake a SWOT analysis of the hotel's present performance and create a TOWS matrix to offer specific recommendations to overcome these difficulties. The focal points will encompass advanced service training, elevated housekeeping standards, infrastructure enhancements, and strategies to mitigate safety issues (Sahay & Goldthwaite, 2024). MK Consultancy intends to provide Best Western City Centre with a strategy framework for enhancement by focussing on these essential domains, facilitating the hotel's brand reputation restoration, booking augmentation, and sustainable growth attainment (Gottfried, 2022). This strategy corresponds with Best Western City Centre’s goals and establishes the hotel as a credible option for budget-conscious travellers in Brussels, therefore enhancing its long-term competitive position in the market (Best Western International, 2024).
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The hotel is situated in the Brussels centre, providing travellers with quick access to prominent attractions, including museums, retail districts, and historical landmarks. It is a brief walk from North Station, offering superior transit connections to the airport and several downtown locations. marketed as a premium 3-star hotel, it provides excellent value for budget-conscious travellers. business prices and additional arrangements render it appealing for frequent travellers and business clientele (Best Western International, 2024). The hotel provides essential services, including complimentary Wi-Fi, air conditioning, non-smoking accommodations, a breakfast buffet, and a 24-hour reception. For a 3-star hotel, these amenities are advantageous and can improve the visitor experience; favourable evaluations emphasise the comfort of the mattresses and the general spaciousness of the rooms, appealing to those who choose comfort rather than luxury. When properly maintained and managed, the hotel garners significant acclaim from customers for its value, cleanliness, and amiable service, suggesting that consistent excellence might foster a robust good reputation.
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(Tripadvisor, 2024).






	Strengths
	Weaknesses
	Opportunities
	Threats

	Central Location
Affordable rates
Essential amenities
Comfortable rooms


	Inconsistence in Cleaning and Maintenance
Variable staff service quality
Frequent nonfunctional amenities
Safety Concerns in Surrounding Area
Low Ranking in the Area
	Enhancing Service Training for Staff
Improving Housekeeping Standards
Renovation of Facilities
Marketing to Budget-Conscious and Corporate Travelers
Leveraging Positive Reviews for Marketing
	Negative Online Reputation
Competition from Other Nearby Hotels
Possible Decline in 3-Star Market Demand
Economic and Political Instability





The online presentation of the hotel unfortunately doesn’t align with the guest negative reviews and it seems like developing a breach between what the hotel leadership what’s to offer and what is happening in practice (Anagnostopoulou, et al., 2020) some of the guest censers include several reviews indicate concerns over hygiene, including the presence of bedbugs, mould in the restrooms, and sticky flooring and the irregularity in housekeeping may dissuade customers and stain the hotel's reputation for excellence. A significant disparity exists in visitor comments about staff conduct; some customers see workers as kind and accommodating, whilst others describe them as impolite or indifferent. Inconsistent customer treatment undermines the hotel's reliability and may result in adverse word-of-mouth. Grievances regarding non-operational services, like inconsistent Wi-Fi, malfunctioning air conditioning, and maintenance issues (such as water infiltration), indicate that the hotel's infrastructure may be antiquated or inadequately maintained. These problems are aggravating for visitors and reduce the quality of their experience. Certain guests express feelings of insecurity, especially at night, owing to the presence of "rough characters" or homeless folks around. While the hotel cannot directly influence its environment, the sense of safety is a crucial consideration for travellers, particularly those unfamiliar with the locale. The hotel, with an average rating of 3.0 and a position of #9 among 13 hotels in Saint-Josse-ten-Noode, faces challenges in competing with other institutions. This may result from persistent grievances and an absence of unique services that may differentiate it in a competitive market (TripAdvisor, 2024). 
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(TripAdvisor 2024).

Investing in customer service training might mitigate grievances over impolite or indifferent personnel. Enhancing staff professionalism and attentiveness may result in improved evaluations and increased guest satisfaction, as well as enhancing housekeeping standards to ensure uniform cleanliness throughout all rooms, which may mitigate adverse evaluations concerning hygiene and cleanliness concerns. An enhanced emphasis on cleanliness may attract guests desiring economical yet hygienic lodgings. Rectifying infrastructural deficiencies, like Wi-Fi dependability, air conditioning, and bathroom amenities fittings, might markedly improve client happiness. Renovating facilities would enable the hotel to more effectively conform with its proclaimed standards and fulfil visitor expectations. The hotel's cost-effectiveness and closeness to significant transportation centres present a potential to attract both budget-conscious and corporate travellers. Customising packages and marketing for these demographics might enhance reservations and establish the hotel as a viable option in the 3-star segment. Furthermore, to ensure staff and guest safety, partnering with local authorities or adjacent companies to enhance neighbourhood security may alleviate visitor safety apprehensions (Gov, 2021). Disseminating information regarding secure pathways or implementing supplementary security measures might alleviate visitor concerns and augment the hotel's attractiveness. Emphasising favourable comments on value, location, and room comfort in marketing strategies may appeal to customers who prioritise cost-effectiveness and closeness to attractions rather than opulence.

The frequency of unfavourable evaluations, particularly about cleanliness, service, and safety issues, is a substantial risk. Potential customers may encounter these reviews, which might dissuade reservations and adversely affect the hotel's enduring image (Harvey, 2023). Competing hotels such as Double Tree by Hilton (2024) and Hotel Indigo Brussell (IHG, 2024), referenced in reviews as located in the same vicinity, may possess superior reputations and more reliable quality (Tripadvisor 2024).
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This rivalry may hold back the Best Western City Centre's ability to differentiate itself and draw in customers. The existence of homeless persons and a perceived deficiency in safety may persist in diminishing the hotel's attractiveness, especially for solitary travellers, families, and foreign guests. 
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Must focus on safety concerns alternatively it might adversely affect the hotel's brand image. As an increasing number of travellers pursue inexpensive luxury or select high-quality budget accommodations (such as boutique hotels and Airbnb possibilities), the conventional 3-star sector is at risk of diminished demand (Wei, 2024). This may compel the hotel to enhance or modify its offerings in response to evolving standards within the hospitality sector. Economic recessions, heightened inflation, or political instability in Belgium or Europe may influence travel behaviours, especially for business or leisure travellers who could reassess their budgetary allocations (Alves and Marques da Costa, 2024). This may result in diminished occupancy rates and heightened competition for reservations within the 3-star classification.

	
TOWS
	Opportunities
	Threats

	
	Enhancing Service Training
Improving HK Standards
Renovation of Facilities
Marketing to Budget-Conscious and Corporate Travelers
Leveraging Positive Reviews for Marketing
Transparency in CSR practices
	Negative Online Reputation
Unsafe location
Competition from Other Nearby Hotels
Possible Decline in 3-Star Market Demand
Economic and Political Instability


	Strength
	SO
	ST

	Central Location
Affordable rates
Essential amenities
Comfortable rooms

	Leverage the central location and affordable rates to appeal to budget-conscious and corporate travellers
Strengthen customer service training to capitalise on positive feedback and build brand loyalty as well as transparency on the CSR responsibility.
	Positioning as a budget-friendly option against nearby hotels.
Offer guest taxi services to help them navigate out of the area as well as set strong security and patrols around the hotel to help guest safety.

	Weaknesses
	WO
	WT

	Inconsistence in Cleaning and Maintenance
Variable staff service quality
Frequent nonfunctional amenities
Safety Concerns in Surrounding Area
Low Ranking in the Area
	Invest in staff training to improve service consistency and enhance guest satisfaction
Improve housekeeping standards and facility maintenance to enhance guest experience.
	Increase quality control efforts to avoid low rankings due to negative online reputation and safety concerns in specific properties.
Address staff and maintenance inconsistencies.
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1. Hygiene Problems (e.g., Bedbugs, Mold, Sticky Floors)
The presence of hygiene concerns, like bedbugs, mould, and sticky flooring, adversely affects client pleasure and general comfort, resulting in bad experiences that discourage repeat patronage and potential guests. Inadequate hygiene within the hotel sector is especially detrimental, as cleanliness is a fundamental requirement.
Reputation Risk: Adverse internet reviews emphasising these concerns can swiftly damage the hotel's reputation, particularly as travellers are significantly swayed by cleanliness scores. Such issues undermine trust and indicate to visitors a disregard for fundamental values.

Operational Implication: Inconsistent housekeeping standards signify deficiencies in quality control, necessitating the implementation of more stringent housekeeping methods and routine maintenance to re-establish confidence (Singh, 2014).

2. Variable Staff Service Quality
The inconsistency in service quality strongly influences guest satisfaction and loyalty. Certain customers get cordial service, but others see apathetic or discourteous personnel, fostering a sense of inconsistency.
Reputation Risk: Research by Singh and Antony (2023) indicates that service quality is crucial for cultivating loyalty and favourable behaviour. Inconsistent service experiences can result in adverse word-of-mouth and internet reviews, therefore affecting the hotel's reputation.

Operational Consequence: Investing in employee training to ensure uniform, high-quality interactions may alleviate this issue and enhance client satisfaction, hence strengthening a favourable reputation and encouraging returning patrons.

3. Commonly Non-operational Amenities
The malfunction of facilities, such inconsistent Wi-Fi and defective air conditioning, considerably undermines the visitor experience, particularly when these services are promoted as vital aspects.

Reputation Risk: Recurring grievances regarding facilities may indicate negligence and influence the hotel's perceived worth, particularly when customers anticipate a flawless experience with fundamental services. According to Campbell (2023), effective complaint handling is essential for ensuring visitor satisfaction.
Operational Implication: It is essential to address maintenance and infrastructure enhancements to fulfil guest expectations and minimise complaints. Proactive maintenance may avert persistent problems and enhance client satisfaction.

4. Safety Concerns in Surrounding Area
The hotel's closeness to "rough characters" or homeless folks may pose safety issues, especially for solitary travellers and families. Safety is a crucial element of the visitor experience, and impressions of an unsafe atmosphere might discourage reservations (Zou and Yu, 2022).
Reputation Risk: Safety issues highlighted in reviews may dissuade prospective visitors, particularly foreign and single travellers. This problem may generate a persistent adverse perception and affect the hotel's competitiveness.

Operational Implication: Collaborating with local authorities to enhance neighbourhood security or instituting measures such as safe cab services may mitigate visitor apprehensions and increase the hotel's appeal.

5. Low Ranking Among Competitors
The hotel's low ranking (#9 out of 13) and mediocre rating (3.0) hinder its ability to recruit new visitors, since prospective consumers may favour higher-ranked rivals.
Reputation Risk: Diminished rankings may decrease exposure on booking sites, resulting in fewer reservations and adversely impacting income. Guests may regard the hotel as less appealing, particularly when contrasted with local alternatives.

Operational Implication: Enhancing rankings necessitates the resolution of fundamental concerns (cleanliness, service, safety) to elevate guest contentment and promote favourable evaluations. This will enhance the hotel's competitive positioning.

6. Negative Online Reputation
Consequences: Adverse reviews, particularly concerning hygiene, service quality, and safety, can swiftly undermine the hotel's image and diminish future reservations. Reviews significantly influence visitors' booking choices, and persistent bad feedback may prompt guests to explore other options.
Reputation Risk: Saepudin and Putra (2023) assert that cleanliness and safety are fundamental expectations in hospitality. Inability to fulfil these expectations erodes confidence and may impact search engine results and visibility on booking sites, hence diminishing occupancy.

Operational Implication: It is important to proactively mitigate negative feedback via quality control and operational enhancements. Emphasising enhancements and constantly providing quality can aid in restoring the hotel's reputation.

7. Intense Local Competition
Impact: Competitors such as DoubleTree by Hilton and Hotel Indigo provide superior experiences, complicating Best Western's ability to differentiate itself, particularly when competing hotels uphold more favourable reputations for service and cleanliness.
Reputation Risk: Travellers evaluating alternatives may select rivals with superior reputations, so affecting the hotel's market share.

Operational Implication: To compete effectively, Best Western must capitalise on its competitive pricing and strategic position, while enhancing service consistency and emphasising distinctive attributes to draw in customers.

8. Possible Decrease in Demand for 3-Star Market
The emergence of high-quality affordable lodgings, such as boutique hotels and Airbnb, poses a threat for conventional 3-star hotels, as travellers increasingly choose distinctive and value-oriented experiences.
Reputation Risk: A decrease in demand for 3-star hotels may lead to reduced occupancy, directing travellers to rivals that provide a combination of cost-effectiveness and premium experience.

Operational Implication: The hotel may need to augment its products, refresh its image, and fit with evolving visitor expectations, maybe by incorporating aspects of boutique aesthetics or exclusive packages.

9. Economic and Political Turbulence
The economic uncertainty and political instability in Belgium and Europe may influence travel demand, particularly among budget-conscious travellers and business clients, so impacting the hotel's income.
Reputation Risk: While not directly linked to reputation, economic difficulties may intensify pre-existing operational problems as resources become increasingly limited.

Operational Implication: To alleviate these effects, the hotel should concentrate on appealing to local and corporate clientele by providing attractive packages or flexible pricing to sustain occupancy during economic recessions.

[bookmark: _Toc182231197]Cause

The root causes of the issues at Best Western Hotel (2024) stem primarily from deficiencies in operational management, training, and external environmental factors, leading to significant impacts on guest satisfaction and reputation (Jordi Perramon, Oliveras-Villanueva and Josep Llach, 2022). Inconsistent housekeeping standards arise from inadequate training and quality control, leading to hygiene issues like bedbugs and Mold. Guests which identify hygiene factors (such as cleanliness and safety) as essential to preventing dissatisfaction (Yu, Seo and Hyun, 2021). Without addressing these basic expectations, guests experience discomfort, resulting in negative reviews that harm the hotel’s image and deter future bookings.

Variable service quality can be linked to the Service-Profit Chain Theory, which highlights the relationship between employee satisfaction, service quality, and customer satisfaction (Hogreve, Iseke and Derfuss, 2021). Poor training and lack of motivation among staff lead to inconsistent interactions, diminishing the overall guest experience (Clark and Saxberg, 2019). Satisfied employees tend to deliver better service, fostering customer satisfaction and loyalty; thus, a lack of investment in staff training and development undermines this chain, weakening both guest satisfaction and repeat business potential (The Ritz Carlton Leadership Centre, 2022).

Frequent nonfunctional amenities like unreliable Wi-Fi and broken air conditioning suggest a lack of investment in infrastructure and preventive maintenance ( Perramon, Villanueva & Llach, 2022). Mann et al. (2024) argues that organizations should utilise valuable resources such as well-maintained facilities to achieve a competitive advantage. By neglecting these resources, the hotel fails to provide consistent quality, resulting in frustrated guests and frequent complaints that damage its reputation in the highly competitive hospitality market.
Safety concerns in the surrounding area affect perceived value and security, aligning with Maslow’s Hierarchy of Needs suggests Eller and Frey (2019). Safety is a fundamental need, and guests who feel unsafe may avoid the hotel or leave negative feedback, further tarnishing its image (Maslow, 1943). This issue, although partly outside the hotel’s control, impacts customer perceptions and requires proactive collaboration with local authorities to address.

[bookmark: _Toc182231198]Reputation 

Reputation management is essential in the hotel sector, directly influencing client loyalty and reservations (Ka, 2019). Corporate Reputation Theory asserts that favourable reputations draw consumers and enhance trust (Yi, 2023 and Dixit 2020). Nonetheless, sustaining this is difficult; unfavourable reviews or erratic service can adversely affect perceptions, as indicated by Signalling Theory, which posits that reviews act as indicators of service quality (Vu, 2021). Social Identity Theory influences reputation as consumers associate with companies that embody their beliefs (Farivar and Wang, 2022), especially in millennials, the strongest demographic in the tourism industry (Kim & Park, 2019). According to Lenhard (2024), effective reputation management is crucial but difficult in dynamic circumstances, where a single negative occurrence may swiftly disseminate online, compromising brand integrity.
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	Political
	· EU travel regulations
· Pandemic Outbreak

	Economical
	· Inflation


	Social
	· Social Trends
· Safety concerns

	Technological
	· Wi-Fi Malfunction


	Environmental
	· Sustainability practices


	Legal
	· Are Safety measures
· Legal compliance 



Political: Belgium’s stable political environment within the European Union (EU) generally supports a robust tourism industry. However, any changes in EU travel regulations or visa policies, especially following Brexit, or another outbreak such as the Corona virus, could impact the flow of international guests (Statista 2024). Additionally, Brussels’ status as a hub for EU institutions means an influx of corporate and diplomatic visitors, creating opportunities for Best Western to attract business.
Economical: Belgium’s economy is generally stable but sensitive to broader European economic conditions (OECD 2024). High inflation and increased operating costs can pressure Best Western Hotel (2024) to either raise rates or cut costs, potentially affecting service quality. Economic uncertainty can lead guests to seek affordable accommodations, benefiting Best Western’s budget-friendly positioning. However, if budget-conscious travellers opt for alternatives like Airbnb, the hotel could face reduced demand (Sainaghi and Baggio, 2020). Currency fluctuations, especially between the Euro and other major currencies, also influence the affordability of Brussels for international guests, impacting hotel occupancy rates (European Central Bank, 2024).
Social: Shifting social trends affect consumer preferences in Brussels, a multicultural city that attracts diverse customers. Many guests now value experiential travel, seeking unique stays over conventional hotels, leading some to choose boutique hotels or Airbnb over traditional options (Guttentag, 2015). Additionally, safety concerns around Best Western’s area, noted by guests, may deter families and solo guests (TripAdvisor, 2024). Implementing visible safety measures and partnering with local authorities to enhance security could help address these concerns (Flanders News, 2023). Environmental sustainability is also increasingly important to guests, who favour hotels with green initiatives (Heesup, 2021).
Technological: Expectations are high among customers, especially in a city as digitally connected as Brussels. Best Western hotel issues with inconsistent Wi-Fi and malfunctioning amenities highlight the need for reliable technological infrastructure to meet guest expectations. Advances in mobile check-ins, digital concierge services, and IoT-enabled rooms are becoming standard in the industry (Gupta, 2024). and Best Western could benefit from adopting these features. Additionally, the importance of maintaining a strong online presence and managing reviews (Paun, 2020) on platforms like TripAdvisor (2024) and Google (2024) is crucial, as guest feedback can directly influence future bookings.
Environmental: considerations are increasingly significant in hospitality, particularly in Europe. Brussels has implemented various sustainability initiatives, such as energy efficiency standards, that hotels must meet (Khatter, 2023). Many customers today look for eco-friendly accommodations, favouring establishments with green certifications or sustainable practices (Sammarakoon, 2022). Implementing energy-saving practices, waste reduction, and eco-friendly amenities would not only comply with local regulations but also appeal to environmentally conscious guests (Aguiar, 2023). Failure to meet these expectations could affect Best Western’s reputation among sustainability-minded travellers.
Legal: The hospitality sector is subject to various legal regulations, including health and safety laws, labour laws, and industry-specific standards (Michael Edwards 2021). Non-compliance with these can lead to lawsuits or penalties, harming the hotel’s reputation and finances (Department for Business, Energy, and Industrial Strategy, 2020). The hotel must also adhere to strict labour regulations within the EU, including fair wages and employee benefits, which affect operating costs (European Parliament, 2019). Additionally, legal standards around accessibility and guest rights require constant updates to the property’s facilities and services to avoid legal repercussions (The Public Sector Bodies Accessibility Regulations, 2018).
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The primary goal of this consultancy report is to provide actionable strategies that will enable Best Western City Centre Hotel to elevate guest satisfaction:
· Improve its online review rating 
· Enhance its public image
· Equip staff with the skills necessary to deliver exceptional service. 
By addressing the core issues of cleanliness:
· Service consistency
· Infrastructure reliability
· Safety perceptions
Achieving higher guest satisfaction and positive reviews will strengthen the hotel’s reputation, contributing to a better year-to-date rating across popular review platforms (Dong, 2024). 
Enhanced guest satisfaction will not only boost the hotel’s market position but also:
· Attract more bookings 
· Increasing revenue 
· Competitive hospitality landscape
· Improving service standards
· Operational efficiency through staff training
· Quality control will create a consistency
· Memorable experience for guests
Ultimately, this Suggestions seeks to establish a clear roadmap for Best Western City Centre to become a preferred choice for guests in Brussels by ensuring high-quality, consistent service delivery, modernised facilities, and a secure, inviting atmosphere that resonates positively with guests and reinforces loyalty.
To attain significant enhancements in visitor happiness at the Best Western City Centre Hotel, the plan must tackle staff resistance, company adaptability, effect assessment, advantages to the hotel, and cost control.
To mitigate employee opposition, it is crucial to engage personnel at the first planning phases. This inclusion cultivates a sense of ownership, increasing the likelihood that employees will accept change. Clear and clear communication will facilitate this shift by elucidating the rationale for each new undertaking (Burnes, 2014). Training is essential, providing staff with the requisite skills and confidence to manage increased duties effectively (Sahay & Goldthwaite, 2024). Establishing feedback loops enables employees to express their experiences and recommendations, enhancing procedures and demonstrating that their perspectives are valued. Ultimately, acknowledging and compensating employees who exhibit adaptability can establish a favourable atmosphere and promote broad adoption of novel methods.
Business flexibility is essential for accommodating variable demand and changing customer preferences. Implementing adaptive rules, such as modifying workforce levels and hotel prices based on occupancy, will guarantee operational efficiency. Empowering staff to make immediate visitor-related decisions may enhance responsiveness and improve guest satisfaction (The Ritz Carlton Leadership Centre, 2022). Remaining cognisant of market trends, such as a heightened preference for ecological practices or the demand for business-friendly services, allows the hotel to adapt its products efficiently. Implementing scalable services, such as adaptable cleaning choices, aids in cost management and enables the hotel to customise its offerings according to real-time demand.
To guarantee the efficacy of these measures, it is essential to periodically assess their effects. Establishing quantifiable objectives, such as aims for online review scores or guest satisfaction ratings, offers definitive benchmarks for achievement. Analysis of visitor feedback via review platforms and internal surveys is essential for continuous insights, while employee engagement surveys provide an understanding of staff happiness since motivated workers frequently correspond with contented guests. Operational indicators, including response times and housekeeping ratings, will offer a continuous assessment of service quality. Monitoring financial performance indicators, such as occupancy rates and average daily rate (ADR), is crucial for assessing the financial implications of these alterations (Gottfried, 2022).
The advantages for the hotel resulting from these initiatives are substantial. An enhanced guest experience will inherently result in an improved reputation and elevated online review ratings, rendering the hotel more attractive to prospective visitors (Cheng et al., 2019). This enhanced reputation is expected to increase reservations and revenue as contented visitors revisit and endorse the hotel to others. Improved employee satisfaction leads to less turnover, resulting in lower recruitment expenses and fostering a more stable, seasoned team. Delivering a consistently superior experience may provide a competitive advantage in the local market, promoting Best Western City Centre as the preferred option in Brussels.



Ultimately, cost management is an essential element of this strategy. Establishing a pragmatic budget for enhancements, be it in training, building renovations, or service improvements, guarantees financial stability. Performing a cost-benefit analysis for each proposal will elucidate which investments yield the most effect (Onolaya, 2023). A gradual introduction of significant alterations, such as infrastructure enhancements or personnel training initiatives, enables the hotel to control costs and evaluate the efficacy of each modification (Hayden, 2023). Engaging in negotiations with suppliers for infrastructure enhancements and implementing performance-based incentives for employees may effectively manage expenses while optimising return on investment.

[bookmark: _Toc182231201]SMART Target for Best Western City Centre Hotel

Specific: Enhance the hotel's guest satisfaction rating on prominent review sites (e.g., TripAdvisor, Google) by resolving fundamental concerns such as cleanliness, service consistency, infrastructure reliability, and safety perceptions. Improve the public perception by actively participating on social media and encouraging patrons to provide favourable feedback. Provide comprehensive customer service, problem-solving, and communication training to all personnel to ensure uniform service delivery.
Measurable: Attain a minimum enhancement of 1.5 points in the average online review rating (e.g., from 3.0 to 4.5) across principal platforms within the initial 12 months. Enhance visitor satisfaction survey ratings by a minimum of 30% in cleanliness and service-related categories. Guarantee that a minimum of 95% of personnel complete the new training program and get a pass rate of 90% or above in service quality evaluations.
Achievable: Implement measures in stages, starting with a trial program in the first quarter to enhance cleanliness and service uniformity. Execute incremental infrastructure enhancements by the second quarter to guarantee dependability and improve visitor comfort. Deliver customised customer service training to personnel by the third quarter, allowing incremental enhancements without straining resources or budget.
Relevant: This objective is to enhance guest happiness, strengthen brand reputation, and boost bookings and income by providing a high-quality, consistent guest experience that directly and transparently resolves guest concerns.

Time-Bound: Accomplish all essential projects, encompassing training, facility enhancements, and public engagement activities, within a 12-month period. Perform quarterly evaluations to evaluate progress on each objective, make any adjustments, and ensure the ultimate online review score target and guest satisfaction metrics are achieved by the conclusion of the designated term.

[bookmark: _Toc182231202]Conclusion

In conclusion, the consulting industry’s role in supporting hotels like Best Western City Centre is invaluable, especially in addressing critical areas that directly impact guest satisfaction, operational efficiency, and competitive positioning (Burnes, 2014). For the Best Western City Centre Hotel, which faces pressing challenges in cleanliness, service consistency, infrastructure, and safety perceptions, MK Consultancy’s targeted strategies offer a clear path to enhance performance. By using a systematic approach, including a SWOT analysis and TOWS matrix, MK Consultancy can provide actionable recommendations to tackle specific weaknesses and threats while leveraging strengths and opportunities, ultimately improving the hotel’s online reputation and overall market appeal (Gond, Brès & Mosonyi, 2024; Anagnostopoulou et al., 2020).
The report’s recommendations for advanced staff training, elevated housekeeping standards, and proactive safety measures address both operational deficiencies and external perceptions that may deter guests. With strategic enhancements in these areas, Best Western City Centre is positioned to restore its brand reputation, attract more bookings, and ensure sustainable growth (Sahay & Goldthwaite, 2024). Moreover, by incorporating adaptive strategies for business flexibility and cost management, the hotel can maintain resilience in a fluctuating hospitality market, ensuring operational improvements that align with client expectations and industry standards (Harvey, 2023; SIS International Research, 2024).
Ultimately, the structured improvements recommended here serve to transform Best Western City Centre into a credible and appealing choice for budget-conscious travellers in Brussels. Through MK Consultancy’s expert guidance, the hotel can strengthen its position in the local market, achieve higher guest satisfaction, and foster a sustainable competitive advantage, solidifying its reputation as a reliable and affordable 3-star accommodation in Brussels (Best Western International, 2024; Cheng et al., 2019).
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Hotel Indigo Brussels - City is located in the heart of Brussels, at walking
distance of all major tourist attractions and business district. It draws
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[P) Paid public parking nearby
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DoubleTree by Hilton Brussels City offers a warm, relaxed welcome

Property amenities
[P) Paid public parking nearby

&% Fitness Center with Gym / Workout
Room

% Walking tours
s Conference facilities

Show more v

Room features
X\ Allergy-free room
sk Air conditioning

& Crffen /tean makar

b

Free High Speed Internet (WiFi)

Bar / lounge

Taxi service

Banquet room

Blackout curtains
Desk

FElate~rrean T/




image20.png
A Differentiation

High
g Focused
ocuse
§ Hybrid Differentiation
2
]
o
o
<
S Low "
° b i Risky X
g rice High margins
s
°
2
g Low price Monopoly
o & low pricing
a added value
Low Loss of market share
< e ——
Low Price High

tutor2u”




image1.png
About

3.0 65350 stomiom

Locoton -
Rooms e
volve -
Comires:  @m— 15
P ——

Seon sty @m— 35
J e —

[r——

Goodtoknow
GontatyLocates

Property amerites
1 Paidpubic parking neorby
B Cunency excrange

< o ek

Room facturas
¢ Arcondiioning

Roomtypos.

2 Norsmoling rooms.

% Fios HighSpses e F)
P

[EpTrs—

8 Houssissoing




image2.png
P e

Very nice hotel -5 mins walk from the city centre
Tho hotel was cloan, room was spacious and staff wora lovaly.

The hotel doss offer o kind of warm vibe which you'd see it in other European hotel that makes
you feel welcome. The only small inconvenience | had i that | asked for o double bed instead of
@ twin, but this wasn't major a5 | was traveling on my own. The location; from my poin of view is
safo. Nover oncountorod any issuos with the locals or tho homoless pooplo. As in overy capital
‘on this planet, there are going to be homeless people. Howevar, this s not the hotel's fault and
moreover, th hotel is surrounded by other really good hotels such as Hilton and Indigo, 50 the
location is good. | asked for o 12pm c/o which the night porter approved it and it was much

Dote o stay: Soptomber 2024
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