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[bookmark: _Toc721697508]Executive summary 
A detailed analysis of a consulting report for Ramada Hotel Islamabad. Ramada by Wyndham is a four-star deluxe hotel in Club Road opposite Rahul, Lake and Centrally Located to Twin City.  It is an ideal location for luxury and business travelers. It is a perfect location that takes 20 to 30 minutes between hotels and the main international Airport.  It offers fusion foods, Rooftop BBQ. Restaurant, health club and indoor swimming pool. 
Ramada believes in creating a warm and welcoming experience for all their guests. It offers tranquil space to unwind with elegancy appointed guest rooms. Ramada Hotel offers features like indoor pool, on-site spa, and a four-season restaurant. A rooftop BBQ and views of the city and Margalla Hills, along with meeting events.  Pakistan's ultimate atmosphere of luxury offering free Wi-Fi, guest laundry services and on-site business center.
 Ramada Mission statement is “Our mission is to help our clients make distinctive, lasting and sustainable improvement in their performance and to build a great firm that attracts, developed, excite and retain exceptional people”.
To enable us to find out what issues the hotel is having. The consultant did research based on using models such as SWOT Analysis, PESTLE Analysis and TOWS analysis.  Based on these models and research the consultant discovered that the hotel has many issues. 
From the research I have gathered that the hotel has significant issues which includes. Insufficiency, Laziness, Attitude of employee towards guest, check in-out, Slow service in hotels, Food quality, room service safety as well as customer satisfaction.  Other issues Ramada is facing are staff behavior, un-trained, incorrect Billings, and administration services. Others include lack of infrastructure. Government legislation, in balanced Economy and political instability. Finally, intense competition from other hotels.
How I could improve Ramada’s hotel failures of customer service by firstly improving staff.  training.  Steps to involve is having excellent customer service, always starting with a smile, delivering awesome customer service by hard working, and working together within the teamwork, showing the guests attitude that what you are saying are doing.
After assessing the hotel using the research and the models the consultant used an Action Plan to address these issues with a recommended solution that the hotel needs to agree upon what the outcome would be.  All these solutions and outcomes came with an agreed deadline and the amount of budget needed, along with the timescale. 
An analysis was done for Ramada using SWOT analysis. Ramada Hotel strength was extraordinary rooftop service and welcoming management. The customer care was excellent and gave us a memorable experience. Along with these, Ramada needs to increase in investment that will lead to a high employment rate and generate foreign exchange.  However, weakness at the checkout front office staff behavior were not very friendly towards guests.  There were several issues related to the hotel's repetition that included room cleanliness, slow Wi-Fi, and incorrect billing, such as an administration error. The quality of the front office desk response was. A welcoming which does not show a good reputation Image for the Ramada Hotel.  there were several Theories were used that linked to failure of the hotels. There were not only problems with the front office, but management, corporate and business staff were affected, and service was extremely slow.  An analysis was used a section that is opportunity for the hotel.  To avoid a failure of service quality and customer service, the hotel needs to train their staff so that the hotel's guests can feel satisfied according to their nature.   Increasing revenue will be able to provide an opportunity to retain their customers.  A (SEM), structural model was used to judge for the hotel to access. Reliability, motivation, training, etc. It was discovered that to improve performance, frontline employees and managers need to come forward regularly to get regular feedback. And to check the performance.  
During the consulting research, it was discovered that a threat that led to failure of service, which is to do with tourism. Terrorism. Political instability Strong competition and balanced economy and much more. analysis was also used to assess Ramada’s political side. It was discovered that heartless occupancy rates are so high due to local government making these policies. Local government needs to Implement their budget that is boosting growth.  As for Ramada, the economical side, level of education in society contributing to quality of employment that includes income and a reasonable rate, which means borrowing less.  As for the social level of education in society, it contributes to quality of employment and income.  This means higher education means higher salary and so on.  Ramada needs a prominent level of investment in technology in the hotel. Such as self-sustaining that requires innovation.  As for legal side, Ramada should have Access to the level of protection related to property rights under control legal system. These include data protection and commercial protection law.  
TOWS Analysis, which assessed Ramada's strategic planning tool that helps the organization identify and address their strengths, weaknesses, opportunities, and threats.  It is a variation of SWOT analysis That focuses more on external factors.  As for amount of weakness and threats, the staff behavior was disrespectful during check in.  There were several issues to the hotel's room, cleanliness and much more.  This Included unsatisfactory, unacceptable, slow service.  Several things we used that showed reason could be a failure of service due to level Of competition and high expectation from hotels guests.  Kroc- Edogen (2018) discusses failure of service and recovery is important.  These can be resolved in service quality, satisfaction and balanced economy and political instability.
A documentary from Ruhle, Edberd (2017) describes that economy, and tourism has a main source of income where hotels go on debt due to lack of tourist.  A suggestion for the hotel is to repackage their products at a lower rate with more tours, visits, and more occupancy for the hotel.  Ramada needs to have more security on the hotel's door due to terrorism.  This is because people are more scared to visit the hotel where there is a vast amount of occupancy Dropped.   A reader discusses impacts of terrorism on a hotel performance by reducing hotels occupancy and personal safety due to terrorist attack.  An article also discussed terrorism affecting hotels during the pandemic and suggested a great loss.  In this situation, Huddle should revamp their products, cut down on room cleaning and offer frozen ready to make food at a low price until the hotel is in a position.
Kroc, Edrogan (2019) states hotel services failure can be improved by combining organization models such as transaction analysis, organizational. Emotional intelligence and emotional labor stress, etc. The reader also refers to failure of service. Recovery is important and the implication for tourism and hospitality are due to service heterogenicity.
Masoud, E.Y and Hmeidan (2013) refer as that hotel needs to invest more in revenue to retain their customers. Additionally, advancements in the hotels such as technology norms update the standard of the hotel's overall. This is because of better facilities and demands.  Hotels can satisfy their guests by having regular feedback where guest satisfaction impacts on hotels review.
Grant Mitchell, (2024) The Files customer service is a supportive assistant and provides advice to an organization.  are many parts of customer service that includes the employee, customer retention, and corporate culture.  terrorist.  Restore service taboos, retention and build brand reputation.  Training the staff is an important and essential part of (HRM) Human resource management.  It motivates employees, enhances productivity, and increases turnover.
Based on the hotel's consultancy report, the recommendation was suggested to improve Ramada customer service issues and failure 	and a personalized service to their guests can be done by offering loyalty programs, use of tech savvy technology, etc. Some of these recommendations includes personalization.  
Wang, Bo, and Ting Jia (2024) describe personalization and how to promote a guest booking by personalized responses. Personalization refers to operators by providing a specific response to comparable reviews by reviewing content.  To enhance guests' uniqueness in the service, an experience by writing a response according to the text or by corresponding the users by their name. Personalization is tailoring the service and experience to cater to each guest's needs and preference that requires understanding, anticipating their expectations, and a memorable experience. It shows that hotels care, attentions, impression, loyalty, better Reviews and standing out from the competitors.   Ma, Yu-Mei, et al. (2019) describes the effect that hotel can have by personalization is that it enhances satisfaction. Based loyalty. Competitive edge. And increase revenue.
Shin, Hakseung, et al. states technology is a major source of competitive advantage for hotels in 2019. It is an innovation that enhances service quality and enhances employee productivity and lesson operational cost. 
Front desk staff technologies allow employees to access a large amount of customer information and integrate information for efficient delivery of service to guests. While saving time for operational and expenses by having effective front desk technology, employees can have a more timely and effective customer service experience with guests.  It can create a more enjoyable experience and enhance the value of both customers and Frontline employees. Using technology gives overall satisfaction, security, simplicity, sustainability. Cost reduction and can educate more employees. Other benefits include keyless room entry, artificial intelligence Such as robots that can help the hotel in many ways to waste time and cost, along with having features like virtual reality, augmented reality.
Employee satisfaction is when a business fulfills its requirements. These include pay, safety, benefits, job training and benefits. It attracts new employees & retains existing employees. Employee engagement is an emotional state where they feel passionate, energetic & committed towards their work.  There are five drivers to employee engagements which are MAGIC. These refer to meaning, autonomy, impact, and connection. Employee engagement helps to retain employees & perform.   Miranda, Dana, and Cassie Bottorff (2022) describe four principles of chain management. These are structured processes for planning and implementing new ways of working within an organization. Kotter’s model chain management involves 4 key principles and eight steps: Kotter’s principles are to select few + diverse many, have two + want to. Secondly head + heart and management + leadership.  Kotter’s Steps is to create a sense of urgency, build a guiding coalition, form strategic visions and initiatives and enlist volunteers. It enables action by removing barriers by generating short- term wins. Finally, sustain accelation and institute change  
Based on the findings and conclusions, I am presented with the following recommendations. Ramada hotel has issues related to employee laziness and insufficiency. The solution is to engage in employee satisfaction and employee engagement including personalization. Front desk employee had attitude issue, where the solution is to have an updated technology.  The hotel's rooms were not appropriately presented and to do this in a professional manner is to train staff or have products like artificial intelligence/robots. 

 Ramada staff was not fully trained, and the solution was to have employee satisfaction and employee engagement that includes personalization.  Ramada had administrative issues/incorrect billing, and the solution was Use of Technology Tech savvy products to monitor administration issues.
An Action Plan was also used to help the organization with finding the solution, suggestions and agreed with the hotel to help with fulfilling the issues at Ramada’s hotel. 
Overall Conclusion was to conduct a consulting report for Ramada Hotel Islamabad of the issues hotel was experiencing. There were several issues which included employee laziness and insufficiency.  The solution is to have employee satisfaction and employee engagement including personalization.  Front Office desk employees had attitude, and a solution was found to updated technology such as Tech Savvy.  Room was not thoroughly cleaned, and solution was to training staff or could use of artificial intelligence products like robots etc. Ramada staff was not fully trained and the solution to have an employee satisfaction and employee engagement that includes personalization. There was administrative issue/incorrect billing, and the solution was to use Technology Tech savvy products to monitor administration issues.
I hope as a consultant I have given Ramada Hotel recommendations and solutions to the hotel that they were experiencing, and the hotel can use these to implement into their errors for better experience overall.










[bookmark: _Toc1883942223]Introduction
Ramada by Wyndham is a four-star deluxe hotel located in club road opposite Rahul, Lake and Centrally Located to Twin City.  It is an ideal location for luxury and business travelers. It is a perfect location that takes 20 to 30 minutes between hotels and the main international Airport.  It offers fusion foods, Rooftop BBQ. Restaurant, health club and indoor swimming pool. 
Ramada believes in creating a warm and welcoming experience for all their guests. It offers tranquil space to unwind with elegancy appointed guest rooms. Ramada Hotel offers features like an indoor pool, on-site spa, and a four-season restaurant. A rooftop BBQ and views of the city and Margalla Hills, along with meeting events.  Pakistan's ultimate atmosphere of luxury offering free Wi-Fi, guest laundry services on-site business center.
Wikipedia, Wikipedia, 27 Jan. 2020 Ramada chain offers distinct types of brands based on price and services.  Ramada provides budget-oriented properties that have no on-site restaurant, although full and regular continental breakfast is included.  However, Ramada Inn offers full services and much more.  Ramada is a large American multinational hotel chain owned by Wyndham and results that operates 851 Hotels with 120,344 rooms and 63 countries under Ramada brand.
Legacy. “Robert Lombardi Obituary (2024) states hotel is an American multinational hotel chain that was found in 1953 by Marian W Isabel and Michael Robinson.  Its headquarters are in. Parsippany New Jersey, which is owned by Wyndham Hotels and Resorts.  
Ramada official website describes that Ramada name comes from Spanish term Rama means branch. Temporary open-air structure called “ramadas,” meaning porch or Arbor. that are made of brush or branches that were popular in Arizona During harvest. It is a business structure that has a shady resting place, opened with 60 room facilities. Ownership of hotels was dreaming project of Chairman of LT, Bhimjibhai Dayabhai give birth to “BHD Hotel and resorts” too. Start the franchise of four-star brand by Ramada. Wyndham.
Corporate Wyndham website refers as the largest hotel franchise in the world with exceptional brands that provides generosity loyalty program for Everyday travelers. The mission is to make hotel travel possible for all.  Wyndham Hotels and Resort is committed to doing what is right.  Ramada social responsibility always believes that you can do well by doing good.  Wyndham has worked to integrate diversity and inclusion, environmental sustainability, human rights, and community support in their business practice. Diversity and inclusion are not only diversity part of our business, but a competitive advantage.   Leadership in Environmental Protection and sustainably Ramada takes every step to minimize their operations by reducing environmental footprint and preserving natural resources.  Ramada is committed to helping protect human rights, which is an important part of their organization and their entire franchise.  Franchise they support (UN). Universal Declaration of Human Rights, BEST (Business ending slavery and trafficking).  
Ramada by Wyndham (2025) discusses that Ramada Worldwide offers a warm and friendly stay no matter Where you are in the world. Ramada guests enjoy high-speed wireless Internet access, comfortable beds for relaxed and stressful stay, as well as various hotels such as conferences, weddings, etc. Additionally, the matter is committed to creating caring experience for everyone. Ramada strives to make their guests feel truly refreshed and restored during this visit.  
Michealiduo, Electra (2025) describes how to write a company profile which helps sell your business or boosts brand awareness.   First you need to identify the purpose of the company profile, what service it provides and what it offers.  A hotel or a business can give a history of origin and current expansions that can include mission statement, purpose, and awards etc. 
Carcia, Ana. (2025) representing a consultant from Despite Consulting Partners leaders to strengthen their organization for success. They call this lead well and do it by focusing on people, leaders and chained. Respected as the co-partners and. Presenter simplifies issues into actionable items that helps other live missions build health and improve performance.
That is why consulting partners mission statement are:
“Our mission is to help our clients make distinctive, lasting and sustainable improvement in their performance and to build a great firm that attracts, develops, excites and retain exceptional people.”
The Aspire Consulting Partners brand is that our business and partners can deliver effective organizational change that will reform business and revenue.  
Kokemuller, Neil. Explain using the PESTEL and SWOT analysis are because they provide a broad and effective analysis of key areas of a strategic plan. The purpose is to improve companies' opportunities and challenges. SWOT allows strategic advantages to avoid major mistakes. 
 Indeed, website (2024) defines that the consultant needs to have a prominent level of knowledge, qualifications, skills, and experience to navigate their niche.   There are many distinct types of consultants. The skills needed as a consultant are creative thinking, conceptual, problem solving. However, most importantly time management. 
McNamara, Carter. Describe an internal consultant is a member of an organization. The relationship of consultant to the organization is usually based on job description and various personnel policies. However, an external consultant is not an official member of the organization. It is a project, contract, or letter of agreement they pay based on a particular project, which achieved a certain outcome from the consultant. These individuals or members pay their own taxes. 




















[bookmark: _Toc2104145164]Analysis/ Main Body
[bookmark: _Toc654946744]SWOT Analysis

[bookmark: _Toc703421924]Strength
Customer experienced extraordinary service at rooftop restaurants where management was extremely helpful and welcoming. The customer care service was excellent, and comfortable, which truly exceeded the customer’s expectations.  The attention, warmth and hospitality were a memorable experience and highly appreciated by anyone seeking luxury and comfort. Ramada needs to increase investment, which is the power of high employment rates that can generate foreign exchange due to its excellent location.
According to a trip advisor website a guest was treated professionally by providing personalized service and making sure that their room was comfortable during their stay.  The guest requested two porched eggs that were perfectly cooked according to the guest's needs & requirements. Guests received reviews that value meals packages for couples are at a reasonable rate and excellent value and reputation along with helpful staff throughout the visit. Finally, the hotel location is in a very convenient place.
[bookmark: _Toc615989185]Weakness
Ramada receptionist's behavior was disrespectful during the checking-in and out process.  The room service has issues like dirty curtains, old fashioned and room not big enough and much more.  The food quality was unsatisfactory, and guests did not find the service satisfactory due to issues at the hotel.  The guest made a payment for relaxation than having different discrepancies. 
Employee attitude was bad, failed to provide a good image of the hotel.  The service quality of front desk office employees was not welcoming.  failure of the service could result in behavior from employees and guest expected different things, obviously there is a communication barrier between employees and guest.
Lee, Myong Jae, et al (2011) argues there could be a lot of reasons for failure in the hotel management entails level of competition and the expectation of a guest are increasing, which are not being met or failed due to lack of knowledge of management system. Corporate or vocational guests also encountered a service failure due to staff insufficiency and laziness system at front desk.  Hotels are facing problems related to food, reception, employees, readiness of rooms, safety issues.  Leisure, business or corporate have received a slow in the restaurant facilities due to staff insufficiency and food quality, along with slow service for leisure and tourist guests.  The administration is lacking several issues like processing incorrect billing along with lack of infrastructure and government legislation. 
The trip advisor suggested that family rooms and bathrooms are exceedingly minor compared to other hotels. 
[bookmark: _Toc458663605]Opportunities 
To avoid failures of service quality and customer service, hotels should train their staff so that they can satisfy guests according to their nature needs.  
Koc, Erdogan. (2018) argues failure of a service and recovery in hospitality is to increase hotel’s revenue that provides opportunities to retain their customers.  The reader claims that the advancement of technological norms and standards has increased, and customers want better facilities and environment within the hotel.   
Hair, Joseph F., et al. (2017) refers to SEM model techniques as three limitations.  Firstly. assigns a simple model structure. Secondly, all variables can be considered observable and thirdly, an assumption that all variables are measured without error (Haenlein & Kaplan, 2000).  To overcome limitations research. I have been utilizing second generation techniques to stimulate and estimate complex relationships.
Collier, Joel E. (2021) refers as advantages of SEM to access measurements properties of construct in structural testing.  It is not limited to modelling buildings.  SEM is best at collective effects than individual relationship.  Pene, Munar (2024) states disadvantages of SEM model are Budget dependency potential volume limitation, prominent level of competition and complexity. And a learning curve. From the Research Questionnaire a “Structural equation model” (SEM) Was used to judge validity, reliability scale or proposed models that working environment. Motivation, training, empowerment, service technology and supports management that could predict service performance or for frontline employees.  To improve the performance of frontline employees, managers should come forward and check their performance regularly.  
Koc (2019), describes that service failure can be improved by combining organization models such as transaction analysis, organizational. Citizenship, emotional Intelligence, emotional labor stress, and burnout Syndrome are all common.
 
[bookmark: _Toc549292362]Threat 
Koc (2019), describes failure of service and recovery is important. Implications for tourism and hospitality are due to a service characteristic of heterogeneity, First, an interaction between a customer and an employee. Failure of services could result in service quality, satisfaction, empowerment, attribution culture and Justice.  There is an unbalanced economy, terrorism, political instability, and intense competition from Pearl hotel.
















[bookmark: _Toc45458237]Pestle Analysis
[bookmark: _Toc264168652]Political 
The main reason is pricing hotel rooms and local government are highly influenced in making these policies which implement a regulation to the local government.  Government regulations, Deregulation Is adhering to all regulations and regulations in World Trade Organization rooms. 
 The size of a government budget, both local and national, is implementing a deficit budget that is boosting growth in the short term but may lead to an increase in inflation over the medium term. Judiciary independence to business and commercial decisions of a country are independence and businesses are facing problems when conflict in between public interest and technology. 
[bookmark: _Toc1971455315]Economic
Inflation rate can have an impact that requires to increase in prices that could lead to a lower brand loyalty. This could be price fluctuation in both the local and international market.  If employment rates are high, which can affect that provides enough customers and secondly less expensive for hotel to hire talent full and skillful employees. As for financial market structure and availability at reasonable rates, hotels can borrow less, however, the risk of interest rates will increase.  For fiscal and momentary policies republican government tax breaks, Cultural increases and the deficit can trouble the economy in the coming year.
[bookmark: _Toc956169872]Social 
Demographic trend is a key factor in demanding a Forecast of the economy. The level of education in society contributes to a quality of employment and a level of income. Higher education means better jobs and higher income. Attitude towards health and safety is reflected in the quality of products and cost. It is the structure of the manufacturing process.
[bookmark: _Toc1227623198]Technological
If there is a prominent level of investment in technology in hotels, a self-sustaining ecosystem that requires innovation.  Ecommerce and related infrastructure development is important to the hotel business model that evaluates the infrastructure and technology before entering a market.

[bookmark: _Toc1294187841]Legal
The hotel should have access to the level of protection that intellects property rights under the country's legal system. Security business laws should also be assessed before entering the market, along with the data protection law and consumer protection law. 






















[bookmark: _Toc1925413743]TOWS Analysis
[bookmark: _Toc839733489]Weakness and threats
Ramada receptionist's behavior was disrespectful during the checking-in and out process. There were room service issues within the rooms such as curtains being dirty, small rooms and being considered old-fashioned.   The wardrobe had an un-pleasant smell resembling old smoke from the BBQ Restaurant. Food quality was unsatisfactory, room service was unacceptably slow, and Wi-Fi did not work. Additionally, the payment that was paid for the service did not meet, although paid for the service for relaxation rather than discrepancies.
Employee attitude was bad, failing to provide a good image of the hotel. The service quality of front desk office employees was not welcoming. failure of the service could result in behavior from employees and guest expecting different things, obviously there is a communication barrier between employees and guest.
Lee, Myong Jae, et al. (2011) argues there could be a lot of reasons for failure in the hotel management entails level of competition and the expectation of a guest are increasing, which are not being met. And failed due to lack of knowledge of the management system. Corporate or guests also encountered a service failure due to staff insufficiency, laziness system at the front desk.  Hotels are facing problems related to food, reception, employees, readiness of rooms, safety issues. Leisure, business or corporate have received a slow in the restaurant facilities due to staff insufficiency and food quality.  Along with slow service for leisure and tourist guests.  The administration is lacking several issues like processing incorrect billing along with lack of infrastructure and government legislation. Trip advisor website suggests that family rooms and bathrooms are exceedingly minor compared to other hotels.
Koc, Erdogan. (2018)   describes failure of service and recovery is important. Implications for tourism and hospitality are due to a service characteristic of heterogeneity. An interaction between a customer and an employee failure of services could result in service quality, satisfaction, empowerment, attribution culture and Justice. There is an unbalanced economy, terrorism, political instability, and intense competition from Pearl hotel.  
Ruhle, Eberhard (2017) refers to a documentary on how terrorism impacts on tourism.  The challenges that hotels had were due to close and all employees were made redundant. The economy has Tourism is the main source of economy and hotel revenue goes on debt.  
If the country lacks tourism and customers, it will have an income effect.  People are no longer able to find jobs or leave the business that they were supposed to be doing. Tourists used to spend money on the markets as local people do not take interest but are affected due to tourism. From previous terraces attack building and places have now been using security and majors' airports and junctions to the highest. If the hotels doors are secured, then they will be more likely to have more hotel bookings. And income.  There are several people who are suffering due to the revolution. The government is not supporting the local people and there is no stability. However, this can lead to a protest and lack of employment.
 Oriol Anguera-Torrell, and David Boto-García. (2024) describes terrorism's lasting effect on hotel performance by reducing hotel occupancy and personal safety.  Required to take everything when a destination is hit by a terrorist attack, tourists stop traveling to the OR switch to other destinations due to risk linked with protection motivation theory. (Roger,1983).  people outweighed low probability events (Kahneman Tversky, people could get food poisoning. That is the same time. 1979.; Sunstein, 2003).  Anticipating feeling of threat (Kaplan and Leahy. 2001). The vision of fear through social media, ( Ulqinaku & Sarial- Abi,2021) which describes downward shift of hotel demand. 
Japutra, Arnold, and Ringkar Situmorang (2022) article defines terrorism in a hotel that hits the most during pandemic.  The global pandemic, with quarantine periods, closing borders and travels limitations LED hospitality and tourism suffered the loss.  The length of impact levels from senior management were 50 to 75%. Jobs position was cut as well as admin. Vendors and suppliers were stymied, raising concerns about future relationships between hotel and food suppliers.  Hotels can utilize stretches to compromise their offer and generate income; hotels should produce new product packages.  Additionally, a discounted rate to increase occupancy and revenue.  Hotels should cut room cleaning and offer frozen cooked food at a lower price. Special and specific rooms are only available for COVID pandemic gas to avoid spreading virus. 
Parkinson, Justin, and Tom Heyden. (2015), defines how terrorists affect tourism.  During 2014 tourism market report. The (Association of British travel agents). Own popularity that popular destinations are affected by political, social, and economic. That. High numbers of visitors suffer due to political unrest leading to changes to Foreign Office advice. 
“Simon Calder” editor suggests that:
“ A very good way to getting people to go to a destination that has suffered from tourism is by cutting the price”.
[bookmark: _Toc1802090807]Weakness and Opportunities
Ramada receptionist's behavior was disrespectful during the checking-in and out process. There were room service issues within the rooms such as curtains being dirty, small rooms and being considered old-fashioned.   Wardrobe heads. Unpleasant smell resembling old smoke from the BBQ Restaurant. Food quality was unsatisfactory, room service was unacceptably slow, and Wi-Fi did not work. Additionally, the payment that was paid for the service did not meet, although paid for the service for relaxation rather than discrepancies.
Employee attitude was bad, failing to provide a good image of the hotel.  The service quality of front desk office employees was not welcoming.  failure of the service could result in behavior from employees and guests expecting different things, obviously there is a communication barrier between employees and guest.
Lee, Myong Jae, et al. (2011) argues there could be a lot of reasons for failure in the hotel management entails level of competition and the expectation of a guest are increasing, which are not being met. And failed due to lack of knowledge of the management system. Corporate or vocational guests are encountering a service failure due to staff insufficiency and the laziness system at the front desk.  Hotels are facing problems related to food, reception, employees, readiness of rooms, safety issues. Leisure, business or corporate have received a slow in the restaurant facilities due to staff insufficiency and food quality.  along with slow service for leisure and tourist guests.  The administration is lacking several issues like processing incorrect billing along with lack of infrastructure and government legislation. To avoid failures of service quality and customer service, hotels should train their staff so that they can satisfy guests according to their nature needs.  
Masoud, E. Y. and Hmeidan (2013)   argues failure of a service and recovery in hospitality is to increase hotel’s revenue that provides opportunities to retain their customers.  The reader claims that the advancement of technological norms and standards has increased, and customers want better facilities and environment within the hotel. The trip advisor suggested that family rooms and bathrooms are exceedingly small compared to other hotels.
From the Research Questionnaire a “Structural equation model” (SEM) Was used to judge validity, reliability scale or proposed models that working environment. Motivation, training, empowerment, service technology and supports management that could predict service performance or for frontline employees.  To improve the performance of frontline employees, managers should come forward and check their performance regularly.  
Koc, Erdogan (2019) declares that service failure can be improved by combining organization models such as transaction analysis, organizational. Citizenship, emotional Intelligence, emotional labor stress, and burnout Syndrome are all common.
[bookmark: _Toc1466362455]Strength and Threats
Customer experienced extraordinary work at rooftop restaurants and management was immensely helpful, welcoming. The customer care service was excellent, and comfortable, which truly exceeded the customer’s expectations.  The attention, warmth and hospitality were a memorable experience and highly appreciated by anyone seeking luxury and comfort. Ramada needs to increase investment, which is the power of high employment rates that can generate foreign exchange due to its fantastic location.
According to the trip advisor, a guest was treated by providing a personalized service by making sure that their room was comfortable during their stay.  The guest requested two porched eggs that were perfectly cooked according to the guest's needs & requirements.   Guests received reviews that value meals packages for couples are at a reasonable rate and excellent value and reputation along with helpful staff throughout the visit. Finally, the hotel location is in a very convenient place.
Koc, Erdogan. (2018) describes failure of service and recovery is important. Implications for tourism and hospitality are due to a service characteristic of heterogeneity, first an interaction between a customer and an employees and Failure of these services could result in service quality, satisfaction, empowerment, attribution culture and Justice. There is an in-balanced economy, terrorism, political instability, and intense competition from Pearl hotel.
[bookmark: _Toc101995387]Strength and Opportunities
[bookmark: _Int_8RBjtYuD]Customer experienced extraordinary work at rooftop restaurants and management was immensely helpful, welcoming. The customer care service was excellent, comfortable, which truly exceeded the customer’s expectations.  The attention, warmth and hospitality were a memorable experience and highly appreciated by anyone seeking luxury and comfort. Ramada needs to increase investment, which is the power of high employment rates that can generate foreign exchange due to its excellent location. To avoid failures of service quality and customer service, hotels should train their staff so that they can satisfy guests according to their nature needs.  
According to the trip advisor, a guest was treated by providing personalized service by making sure that their room was comfortable during their stay.  The guest requested two porched eggs that were perfectly cooked according to the guest's needs & requirements.   Guests received reviews that value meals packages for couples are at a reasonable rate and immense value and reputation along with helpful staff throughout the visit. Finally, the hotel location is in a very convenient place. 
Masoud, E. Y. and Hmeidan (2013) argues failure of a service and recovery in hospitality is to increase hotel’s revenue that provides opportunities to retain their customers. The reader claims that advancement of technological norms and standards has increased, and customers want better facilities and environment within the hotel.   
From the Research Questionnaire a “Structural equation model” (SEM) Was used to judge validity, reliability scale or proposed models that working environment. Motivation, training, empowerment, service technology and supports management that could predict service performance or for frontline employees.  To improve the performance of frontline employees, managers should come forward and check their performance regularly.  
Koc, Erdogan. (2018) declares service failure can be gained by extra momentum through combining organization models such as transaction analysis, organizational. Citizenship, emotional Intelligence, emotional labor stress and burnout Syndrome.
According to Amadeus website guest satisfaction is an experience felt in the hotel by fulfilling their expectations, needs, and pleasures by having regular feedback. It is important because it is a memorable experience that guests gain during their stay. Guest satisfaction impacts on hotel reviews. This depends on future hotel booking, so giving your guest a memorable experience so that reviews on hotel's website would look great for others to use to look at the review and look at the hotels.  Most importantly, factors include four satisfactions that are the basics of hotels such as location, room cleanliness, etc. Additionally, staff are being recognized and having accessed for including updated technology.
Grant Mitchell, (2024) define what customer service is and what makes it excellent.  Customer Service is a support assistant and advice provided by an organization. Many parts of customer service are employee. Customer retention, Brand Boost. Increase customer lifeline value and come corporate culture.  To gain better customer experience, hotels can personalize a service. Provide self-service and being proactive along with most importantly, listening to the customers and giving empathy. 
Marketing Library (2023) website states importance of customer service. Good customer service can boost customer retention and build brand reputation.  Customer service can improve hotels' relationship with customers and improve the business.  Good customer service can keep customers coming back to the hotel over time.  Some of the benefits include. Encourage customers' loyalty. Boost sales, improve employee happiness and remain. In a competitive marketplace.
From the research I have gathered that hotel has significant issues which includes, Insufficiency, Laziness, attitude of employee towards guest, check in-out, slow service in hotels, food quality, room service safety as well as customer satisfaction.  Other issues Ramada is facing are staff behavior, un-trained, incorrect Billings, and administration services. Others include lack of infrastructure. Government legislation, in balanced Economy and political instability. Finally, intense competition from other hotels.
How I could improve Ramada’s hotel failures of customer service by firstly improving staff.  training.  Steps to involve is having excellent customer service, always starting with a smile, delivering awesome customer service by hard working, and working together within the teamwork, showing the guests attitude that what you are saying are doing. 
 It is all about you presenting yourself to a guest. Listening to guests means that they feel they are being cared for. At the same time make sure you re-clarify what they are asking. Always ask for suggestions and recommendations from the guest about how you can make a difference to the guests and service during their stay at the hotel. Providing special attention will make your guest feel at ease. 
Xiao, Yang. (2010) describes the importance of staff. Training is important and essential to human resource management (HRM), a way for management to know their employees that helps them make best use of their own abilities and methods to become more professional. Strategic HRM helps organizations to manage human resources in a better efficient way to meet targets, satisfy their customers' health, and release employees' full potential. It is to perform better at work.  Staff training motivates employees and enhances productivity. In business. Employees are more skilled and qualified, and those benefits include improved profitability, reduced accidents, and safety violations. As well as reducing waste and costly employee turnover.
These recommendations are to improve Ramada’s hotel customer service issues and failures personalized service to guests. Offering loyalty programs to guests and employees. Use of technology Tech savvy. Such as robots, self-check-in machines, and mobile apps to let the guest check in at their own peace, electronic keys, improve administration service by getting free arrival guest information and providing online reach via channel managers, Direct bookings and providing Ultimate employee satisfaction and employee engagement.
[bookmark: _Toc1119032244]Personalization
Wang, Bo, and Ting Jia (2024) describe personalization and how to promote a guest booking by personalized responses. Personalization response refers to operators by providing a specific response to comparable reviews by reviewing content.  To enhance guests' uniqueness in the service, an experience by writing a response according to the text or by corresponding the users by their name.
  Wang, Pola Q. (2023) states personalization is tailoring the service and experience to cater to each guest needs and preference that requires understanding, anticipating their expectations, and a memorable experience. It shows that hotels care, attentions, impression, loyalty, better Reviews and standing out from the competitors.  You can personalize a service by Tailoring the service. Communicating use of guest profile. On special occasions, feedback and continuous improvement has most importantly trained your employees. 
Ma, Yu-Mei, et al. (2019) describes the effect that hotel can have by personalization is that it enhances satisfaction. Based loyalty. Competitive edge. And increase revenue.
[bookmark: _Toc1581070407]Technology Savvy 
Shin, Hakseung, et al. Technology is a major source of competitive advantage for hotels in 2019. It is an innovation that enhances service quality and enhances employee productivity and lesson operational cost. Front desk staff technologies allow employees to access a large amount of customer information and integrate information for efficient delivery of service to guests. While saving time for operational and expenses by having effective front desk technology, employees can have a more timely and effective customer service experience with guests. Front office technology is key for guest and employee service experience. It can create a more enjoyable experience and enhance the value of both customers and Frontline employees. The use of updated technology can help with hiring process, training process, and implementing process stability by having more time with the guests. 
 Tobias, Roelen- Blasberg Blog states that hotel housekeeping automates energy usage and enhances staff efficiency and employees to focus on high-value tasks. It can manage rooms, make reservations, monitor hotel rooms, control air conditioning and most importantly saves revenue. 
 Using technology gives overall satisfaction, security, simplicity, sustainability. Cost reduction and can educate more employees. Other benefits include keyless room entry, artificial intelligence Such as robots that can help the hotel in many ways to waste time and cost, along with having features like virtual reality, augmented reality. That can have highly interactive faulty experience in the real time. 
[bookmark: _Toc37390502]Employee Satisfaction and Employee Engagement
It is extent to with the employment contract is fulfilled. Employee satisfaction is when a business fulfills its requirements. These include pay, safety, benefits, job training and perks. It attracts new employees & retains existing employees. Employees must be satisfied first before they can get engaged. Employee engagement is an emotional state where they feel passionate, energetic & committed towards their work. There are five drivers to employee engagements which are MAGIC. These refer to meaning, autonomy, impact, and connection. Employee engagement helps to retain employees & perform.  
Miranda, Dana, and Cassie Bottorff (2022) describe four principles of chain management. These are structured processes for planning and implementing new ways of working within an organization.
Kotter’s model. What chain management involves four key principles and eight steps: Kotter’s principles are to select few + diverse many, have two + want to. Secondly head + heart and management + leadership.  Kotter’s Steps is to create a sense of urgency, build a guiding coalition, form strategic visions and initiatives, and enlist volunteers. It enables action by removing barriers by generating short- term wins. Finally, sustain accelation and institute change 






















[bookmark: _Toc987232602]Recommendation

Based on the findings and conclusions, there are the following recommendations.   
Ramada Hotel has issues related to employee laziness and insufficiency and the solution and Employee Attitude towards customers was discovered as to engage an employee satisfaction and employee engagement including personalization.   The second issue was discovered was Front Office desk employees had attitude, and a solution was found to updated technology such as Tech Savvy.  Third issue was housekeeping room cleanliness and solution was to training staff and could be use of artificial intelligence products like robots etc. Fourth issue at Ramada was staff not fully trained, and the solution was an employee satisfaction and employee engagement and preferably a personalization. Finally, the issue at Ramada was administrative issue/incorrect billing and the solution was Use of Technology Tech savvy products to monitor administration issues.

















[bookmark: _Toc1794271275]Action Plan

	Number
	Problem
	Solution
	Desired Outcome
	Time scale
	Completion Date
	Planned Budget

	
	Employee laziness, insufficiency 
	 To agree with doing Employee satisfaction and employee engagement
And Personalization

	Overall trained employee and approved customer service
	4 months
	May 2025
	£2,000

	
	Employee Attitude towards customers 
	Employee satisfaction and employee engagement
And Personalization
	Overall trained employee and approved customer service

	4 months
	May 2025
	£1,000

	
	Front Office Application, Check-in
	 Agreed on Updating Technology, Tech Savvy

	Installed self service facilities and no rush in front office desk or complain
	8 months
	August 2025
	£8,000

	
	Housekeeping room Cleanliness
	 We agreed on training staff and could be use of artificial intelligence products like robots etc.
	Improved staff and use of Artificial intelligence helps eased work overall
	6 months
	March 2026
	£2,000

	
	Staff not fully trained 
	 Agreed on Employee satisfaction and employee engagement and preferably personalization 
	Overall trained employee and approved customer service

	4 months

	May 2025
	

	
	Administration issues – incorrect billings
	 Agreed on use of Technology Tech savvy products to monitor administration issues.
	Helped with less workload



	4 months
	May 2025
	

















[bookmark: _Toc313734783]Conclusion
Overall Conclusion was to conduct a consulting report for Ramada Hotel Islamabad of the issues hotel was experiencing. There were several issues which include related to employee laziness and insufficiency and the solution and Employee Attitude towards customers was discovered as to engage an employee satisfaction and employee engagement personalization.   The second issue was discovered was Front Office desk employees had attitude, and a solution was found to updated technology such as Tech Savvy.  Third issue was housekeeping room cleanliness and solution was to training staff and could be use of artificial intelligence products like robots etc. Fourth issue at Ramada was staff not fully trained, and the solution was an employee satisfaction and employee engagement and preferably personalization. Finally, the issue at Ramada was administrative issue/incorrect billing and the solution was Use of Technology Tech savvy products to monitor administration issues.
I hope as a consultant I have given Ramada Hotel recommendations and solutions to the hotel that they were experiencing, and the hotel can use these to implement into their services for better experience overall. 
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