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[bookmark: _1wplrch2pq45]Executive Summary
Yorkshire's heritage Grand Hotel Scarborough overlooks the city's coastline and harbour. The 1863 hotel is one of Historic England's most famous. Due to many causes, it has failed to deliver good services recently. The hotel's lack of hygiene and infrastructure is one of its biggest problems. The food and beverage and cleaning departments are to blame. The Britannia Hotels group, which owns the hotel, is also known for poor hygiene, which affects its market reputation. The hotel's three restaurants and cafés provide undercooked, frozen, and overdone food, according to media reports and customer evaluations. The lone disabled room and bathroom are similarly unclean. It violated sanitization rules after the outbreak. The hotel has also suffered from the epidemic and Brexit's economic turmoil. The Grand Hotel Scarborough has suffered greatly from UK and hospitality industry inflation rates of 11.2% and 11.3%, respectively. The property's upscale restaurants, cafés, and bars have seen less clients due to sanitary concerns and the rising cost of living. The UK's demographics are changing quickly. The 65 and older group spends the most in this business. Grand Hotel, like 5% of this business, targets youth. This is a major issue that is worsening its financial situation. Grand Hotel is sheltering 150 migrants under Operation Warm Welcome, and its failure to interact with its target demographic is hurting its brand name. According to the assessment, Grand Hotel has to strengthen its organisational tactics, restore the ancient building, adopt digital technology, and boost its marketing communication, even if hygiene is its main priority. These criteria will help Grand Hotel stay competitive in the UK hospitality sector. Its prominent position, heritage structure, renowned reputation, and premium services are strengths. Thus, the hotel may address hygienic concerns by educating culinary and housekeeping workers. Changing carpets and wallpaper may immediately enhance the property's hygiene, cleanliness, and attractiveness. The brand and Grand Hotel Scarborough need to define their target consumer and use relevant communications to build a relationship. Operation Warm Welcome, a major government programme for Afghan refugees, may be communicated by the hotel as CSR. Ethical company practises and corporate social responsibility will help target customers relate. The hotel should also create a weekly employee training programme to teach new and current workers customer service and hygiene. The kitchen workers must be properly trained to guarantee that client meals and drinks meet UK health and safety standards. The hotel must prioritise customer and staff health and safety after multiple court disputes over its inability to do so. Several media sources have also reported that migrants sleeping at the Grand Hotel Scarborough are struggling owing to a severe shortage of facilities. To achieve a pleasant brand experience for everybody, the hotel must address refugee well-being along with customer well-being. Finally, the hotel should use sustainable business strategies including waste reduction, recycling, energy efficiency, and more. Such facilities will assist the organisation minimise operational costs and qualify for the UK government's Energy Support Scheme for non-domestic energy grid users and equipment.
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[bookmark: _Toc126113683]1. Introduction
The hotel industry of the UK is one of the highest growing industries. In that study, the business aspects of Grand Hotel Scarborough are going to be discussed. The concerned hotel provides various kinds of services to customers such as restaurant facilities, room facilities and different kinds of event facilities. Apart from that customers of the UK prefer to spend in hotels to live luxury life. Around 31.2 million customers have invested in hotels within the year 2021 (Statista.com, 2023). Moreover, the hotel industry of the UK has assumed that 35.5 million customers can be invested in UK hotels by 2027 (Statista.com, 2023). Therefore, the competition rate in the UK hotel industry is very high. Every hotel in this country prefers to serve quality service to the customers to maintain their satisfaction and get competitive advantages. Grand Hotel Scarborough is facing massive hygiene issues in order to deliver quality food and housekeeping facilities to customers. In this report, the hygiene issues of the mentioned hotel are going to be illustrated and further recommendations to improve their business services regarding hygiene problems will be described. SWOT and PESTLE analysis will be conducted to analyse the business operation of this hotel in a significant way (Amiruddin et al., 2022). Both the Grand Hotel Scarborough's internal and external elements will be evaluated using SWOT and PESTLE analyses, respectively. The SWOT analysis will focus on the hotel's internal factors. Feedback from guests about the quality of the services and amenities supplied by the hotel in question will be provided. Despite this, the vast majority of customers choose to stay at this particular hotel because it offers a variety of amenities, like free WiFi, a welcoming environment for pets, and on-site dining options (Britanniahotels.com, 2023).
[bookmark: _oks1c5v10x4k][bookmark: _Toc126113684]2. Scope and Analysis
The Grand Hotel Scarborough is owned by Britannia Hotels which is a hospitality organisation based in the UK; one of the key advantages of the 61 hotels owned by Britannia is their locations (Britanniahotels.com, 2023). The Grand Hotel Scarborough started operating in 1863, and it is situated in the centre of Yorkshire, overlooking the harbour and seaside. The hotel has 400 rooms; currently, it also has 97 internal rooms which do not have any windows as they are located within the four towers of the hotel; however, they are well-ventilated (Britanniahotels.com, 2023). This hotel property by Britannia Hotel offers three restaurants and cafes; the Harbour Lights is the main restaurant offering diverse cuisines such as continental, traditional British breakfast and evening meals (Aubke, 2022). Being a premium property, the Premier Restaurant located within the hotel offers a premium and worldly menu catering to the diverse taste of its customers and guests (Britanniahotels.com, 2023). Finally, the Java Coffee Shop offers a wide range of teas and coffees as well as light lunches and meals; additionally, the two bars of this Grand Hotel Scarborough offer high-end liquors and an authentic ambience and experience (Britanniahotels.com, 2023). In recent times online reviews have also stated that they have received overcooked and frozen foods from its premium restaurants which have created a negative influence on its reputation. Furthermore, after the pandemic, the hotel also requires adequate refurbishment, and it also needs to adhere to the appropriate standards of hygiene and cleanliness according to industry and government standards (Bankova and Kutsarov, 2022). 
[bookmark: _Toc126113685]2.1 PESTEL Analysis - Grand Hotel Scarborough
	Factors
	Analysis

	Political factors
	· Impact of Brexit
· Government regulations 
· Afghan refugees

	Economic factors
	· Economic instability due to the pandemic and Brexit
· Highest inflation in the last four decades

	Social factors
	· Changes in customer demands and expectation
· Hospitality trends such as vlogging, staycations, and more
· Lack of work travelling, remote working from hotels

	Technological factors
	· Technological advancements in the UK
· Advancement of 5G and related regulations

	Environmental factors
	· Sustainable tourism

	Legal factors
	· Several legal consequences due to inability to adhere to health and safety regulations


Table 1: PESTEL Analysis
(Source: Created by the learner)
Brexit has created a significant influence on the hospitality and tourism industry in the UK; it has significantly impacted various policies and regulations within the industry (Khan et al., 2021). Staff shortage is one of the most critical effects of Brexit; regardless of the industry, the UK has witnessed a shortfall of almost 1% of its labour force (Deloitte United Kingdom, 2021). The UK labour force has lost 460,000 EU nationals working in the UK which have created a significant staff shortage in the hospitality industry. Even though several industries have gained non-EU nationals as labour, the hospitality industry continues to suffer especially due to the pandemic. Energy Support Scheme is the latest policy passed by the UK government focusing on providing relief to non-domestic users of energy grids and so on (Lawson, 2023). This can significantly help the hospitality industry and organisations such as Grand Hotel Scarborough to manage their significant energy usage, and control the costs associated with the same. Furthermore, the hotel is now housing over 150 Afghan refugees as a part of Operation Warm Welcome by the government which has pledged to house over 20,000 Afghan refugees in the UK (Scarborough, 2021). 
[image: ]
Figure 1: Inflation Rate of the Hospitality industry and Restaurants
(Source: Created by Statista, 2022)
The pandemic has created a massive negative impact on the hospitality industry, especially due to social distancing and domestic and international lockdown regulations (Moradi, 2022). Furthermore, the twin impact of the pandemic and Brexit has created significant economic instability, due to which several organisations have also left the UK market. As of December 2022, the inflation rate for the hospitality industry and restaurants in the UK has been 11.3% which has increased from 10% in the previous month (Statista, 2022). The overall inflation rate in the UK has increased to over 11% which has also increased the cost of living for UK nationals; hence, the hotel is also witnessing a significant downfall in business, revenue, and profitability (Statista, 2022). 
After the pandemic customer trends in the hospitality industry have changed significantly; since offices have already started working and operating remotely, work travels, conferences, and meetings have shifted to a virtual setting (Harbaet al., 2021). This has significantly reduced the revenue stream for hotel properties such as Grand Hotel Scarborough. Additionally, trends such as staycations have emerged which has allowed this hotel to create a new revenue stream levering these demographic trends. All the hotels owned by Brittania Hotels have created new packages for staycations which have helped in enhancing its profitability (Britanniahotels.com, 2023).
Experts believe that technology can help the UK hospitality industry to recover from the major losses of the pandemic and the challenges of Brexit (Gerwe, 2021). After the pandemic guests have become concerned regarding the spreading of the virus; hence, contactless payment services have helped Grand Hotel Scarborough to cater to customer expectations (Choy, 2015). Additionally, it also allows for mobile check-ins for the customers which reduces the pressure on the front-office and reception employees and increase the efficiency of the process. 5G and supplementary services such as edge computing can help the hotel to deliver highly personalised services, especially in terms of customer service, bookings, and more (Yang et al., 2021). 
Green or sustainable tourism has become a significant trend in the current times; hospitality organisations around the world are adopting sustainable business measures to reduce its impact on the environment (Mallheiroet al., 2020). Grand Hotel Scarborough needs to amend its organisational policies in order to adhere to necessary environmental policies in the UK (Elmoghazy & Omar, 2016). 
Grand Hotel Scarborough suffered several legal challenges in the early and mid-2000s due to their inability to adhere to necessary health and safety regulations. Customers as well as employees have also fallen sick due to poor hygiene maintained by the kitchen and housekeeping staff (Jones et al., 2022). Therefore, despite its effective locations, and iconic reputation, customer loyalty toward the brand has reduced significantly in recent times. 
[bookmark: _Toc126113686]2.2 SWOT Analysis of Grand Hotel Scarborough
	Strengths
· Significant part of historic England and heritage
· Advantageous location
	Weaknesses
· Inability to maintain premium hygiene standards

	Opportunities
· Technological advancement in the UK
· Refurbishment to increase competitive advantage
	Threats
· Rapidly increasing competition
· Inability to maintain competitive edge


Table 2: SWOT Analysis
(Source: Created by the learner)
According to the Daily Mail, the Grand Hotel Scarborough is constituted as one of the seven wonders of the English seaside in Historic England (Britanniahotels.com, 2023). This particular property is located in the centre of the town, overlooking the city’s seaside and harbour; it also received regular customer praise regarding its advantageous and picturesque location on various websites. The hotel has garnered a reputation for being one of the iconic seaside resorts in historic England; the hotel architecture and the pieces of furniture are dated yet kept in supreme condition (Britanniahotels.com, 2023). Furthermore, the hotel housekeeping and administrative staff have always been able to cater to guest needs and expectations, as the rooms are cleaned to a significant standard, and all necessities were available for the guests. However, in recent times guests have questioned the standard of hygiene and cleanliness within the hotel, especially its kitchen and bar facilities (Tripadvisor, 2022). The organisation needs to focus on its competitive edge by providing better training to its employees and adhering to the current industry standards of services and offerings (Aslam et al., 2022). The organisation can also leverage the technological advancements in the UK to essentially improve its competitive edge and ensure its positioning in the hospitality industry. 
[bookmark: _11i5m1ytp5eg][bookmark: _Toc126113687]3. Main Body
Every hotel needs to serve quality services to their customers where appropriate hygiene maintenance is mandatory. The market size of the hotel industry in the UK was £16bn in 2020 and 2.9% has increased within the year 2021-2022 (Ibisworld.com, 2023). Moreover, the Covid-19 pandemic has left a negative impact on the business growth of UK hotels because the hygiene factor became one of the concern issues. However, Grand Hotel Scarborough also contributes a large amount of revenue to economic growth. The business revenue of the concerned hotel decreased by 18% during the pandemic (Yorkshirepost.co.uk, 2023). Though this hotel provides various kinds of facilities to their customers the poor hygiene factor has left a negative impact on business profit and customer satisfaction rate in a significant way. 
[bookmark: _qh22w2ul2qj6][bookmark: _Toc126113688]3.1 Training for kitchen staff to mitigate hygiene issues
Based on the customer review it has been identified that the kitchen staff of this hotel cannot maintain proper hygiene while serving food to their guests. According to the customer feedback the kitchen staff of the mentioned hotels cannot provide quality food to the guest (Tripadvisor.in, 2023). This factor has disrupted the hotel's reputation to some extent as a hygiene factor is necessary while serving food to guests. Buttrick (2009) has stated that poor customer satisfaction leaves a negative impact on business revenue and decreases the ability to compete. Therefore, proper training is necessary to maintain proper hygiene in the kitchen as well as while serving food to guests. As per the business report of the concerned hotel, it has been seen that employees communicate clearly with their guests and prefer to serve their service on time. Every staff of this hotel has strong time management ability (Elsayed, 2015). Many of the customers have provided their review that staff deliver food on time. Despite this, they failed in maintaining appropriate hygiene factors so proper employee training is necessary to improve this aspect to maintain customer satisfaction as well as to gain positive feedback in further future. In the words of Burnes (2014), kitchen hygiene is necessary not only to maintain customer satisfaction but also to prevent the incidence of food poisoning which is necessary to promote a positive health environment. After the pandemic situation, the concern about the hygiene factor has increased massively because of the infection caused by human touch. In that case, regular employee training is necessary to increase awareness regarding hygiene factors in the kitchen and serve quality food to guests (Heyes, 2017). Employee training is necessary to increase professional knowledge and skills to deliver quality service to customers.  Grand Hotel Scarborough also serves a pet-friendly environment that attracts more customers who want to travel with their pets. In that aspect, to serve food for customers’ pets good hygiene facilities are necessary. Due to poor hygiene pets can face different kinds of health problems that can restrict interest in customer visits. Noordzife (2014) has claimed that, through employee training, kitchen staff can get to know about the process of kitchen hygiene and can deliver fresh foods to their customers as well. Employees of Grand Hotel Scarborough work collaboratively and a diverse work approach is present in every department (Britanniahotels.com, 2023). This is the positive side of this hotel can provide quality services to their customers if they work on their hygiene factors. Employee training is very important in the diverse work culture where every staff can work maintaining good hygiene and serving fresh food to customers (IANEVA & BASMADZHIEVA, 2022). Thus, this company can mitigate their hygiene issues by wearing masks, and gloves and implementing different types of equipment in its kitchen. 
[bookmark: _zgi2d7efg8rw][bookmark: _Toc126113689]3.2 Employee training programs need to be enhanced for the housekeeping department
The housekeeping department is an essential part of a hotel that attracts customers and enhances business profits. Alcalde-González et al. (2021) have stated that the housekeeping department is responsible to look after customers' needs and must foster a positive relationship with customers by giving them clean as well as quality service. In the housekeeping department, the hygiene factor plays an important role where every staff need to provide a clean room and must communicate with customers regarding their product and services. In that aspect, the staff of the mentioned hotel work collaboratively and give adequate information to their guest regarding their services which is a good aspect of the housekeeping department (LOPEZFERNANDEZ & SERRANOBEDIA, 2004). As per the customer feedback, it has been identified that blood and faeces on the bedsheets were present that disrupting the service of housekeeping in that hotel (Tripadvisor.in, 2023). Poor housekeeping services can leave a negative impact on the business revenue as well as customer satisfaction rate (López Fernández & Serrano Bedia, 2004). Despite this, the staff of housekeeping communicate clearly with their customers and understands customers’ preferences which is a positive aspect. Therefore, appropriate staff training can help this hotel to improve its housekeeping service to maintain cleanliness and aesthetic upkeep of rooms (Peevski, 2022). 
Employee training is necessary for this department to improve the skills and knowledge of employees to serve quality housekeeping services to a large number of customers (Soliman & Mansour, 2017). The staff of the housekeeping department has strong communication skills by which they communicate with customers and deliver services based on customer demand. Apart from that, the housekeeping department of this hotel provides free wifi services where customers can enjoy free internet facilities but the hygiene aspect needs to be improved (Britanniahotels.com, 2023). Besides, through employee training knowledge or ability to use different kinds of housekeeping technology can be increased among staff. Grand Hotel Scarborough can implement different kinds of technologies to improve their housekeeping services by maintaining appropriate hygiene. Housekeeping Software, Air Purifier Technology, Apps and Voice Control Communication technologies can be implemented to supervise the entire housekeeping services. According to Aagaard (2022), every organisation need to focus on technological aspects to serve quality service and motivate every employee to serve quality services to customers. Moreover, these technologies can help the staff of the housekeeping department to clean all rooms after leaving a guest and maintain continuous communication with their managers (Talaat, 2015). In this way, every people can involve equally to deliver good service to customers. Therefore, employee training is necessary and through employee, training managers can enhance employees’ technological knowledge in a significant way. In the words of González-González and García-Almeida (2021), employee training is also essential for sharing knowledge and mitigating any kind of miscommunication and conflict situation. As a diverse work culture is present in that organisation so employee training is necessary to explore different kinds of ideas and improve housekeeping services (Al-MAKHADMEH et al., 2022). Thus, Grand Hotel Scarborough can involve every employee in every activity of the housekeeping department like room, and bathroom cleanliness, giving clear bedsheets and understanding customer preferences as well. All of these activities can help this organisation to get positive reviews from customers and enhance the potential to expand their business globally by attracting foreign customers as well (Yup Chung, 2000). Though the concerned hotel delivers different kinds of services to their customers still hygiene aspects in housekeeping need to be improved. Therefore, from the above discussion, it can be stated that housekeeping managers need to give continuous training to their employees to use advanced technologies while giving housekeeping services. Through employee training employees can get to know about the importance of hygiene factors in the housekeeping department to increase customer satisfaction and get competitive advantages. 
[bookmark: _d9gsjbgmj4ky][bookmark: _Toc126113690]3.3 Refurbishment of hotel room facilities
Every hotel needs to develop its service facilities as per the current market demand to get competitive advantages. Bi et al. (2020) have stated that in the hospitality industry customer satisfaction plays an important role to maintain goodwill as well as employee retention also. Employees show their willingness to work in a reputed hotel so Grand Hotel Scarborough can refurbishment their hotel room facilities and kitchen as well as housekeeping hygiene aspects. In that aspect, well-decorated rooms can be provided to the customers with beautiful paintings, clean bedsheets and many more. On the other hand, Ercan (2019) has claimed that good service with innovative designs in hotel rooms helps to increase profit margins and the potential to expand their business in international countries as well. Customers of Grand Hotel Scarborough gave negative reviews regarding the room decoration and restaurant service facilities that disrupted the good image of this hotel. Moreover, managers of the mentioned hotel need to do proper market research to know the service of its competitors and modify their services based on them. Thus, this hotel can maintain customer satisfaction rate by giving services as per customers’ preferences. Along with that, bath towels, soap, shampoo and different kinds of extra clean blankets as well as bedsheets can be provided to customers. Automated communication facilities can be given to customers to communicate with the housekeeping staff and kitchen staff. Thus, personalised services can be provided to the hotel staff. Lee et al. (2021) have stated that every organisation need to give importance to customers’ choice to influence them for investing in the hotel again. Accompanying that, the staff of Grand Hotel Scarborough can implement different kinds of personal hygiene practices for their employees such as washing hands while serving food and cooking, covering mouth and nose while communicating with guests and cooking as it is mandatory after the pandemic situation. In the housekeeping aspects, managers of this hotel can train their employees to use advanced technologies for cleaning rooms after visiting guests or before arriving guests. Wearing a clean uniform and clothes is mandatory for the housekeeping staff which is necessary to maintain appropriate hygiene factors. Shamsudinet al. (2019) have stated that in the hotel industry housekeeping department plays an essential role in interacting with customers and developing a trustworthy relationship with them. Grand Hotel Scarborough provides enough good housekeeping services but some hygiene factors need and room decorations need to be improved in further future. 
[bookmark: _lxyl2tkt3n7k][bookmark: _Toc126113691]3.4 Business sustainability
Grand Hotel Scarborough can improve their business sustainability by implementing different kinds of eco-friendly services. Plastic usage can be restricted in restaurant service as well as housekeeping facilities. At the same time, the green employee team can be developed at the workplace which will take responsibility to maintain a green supply chain in serving foods or other products. According to Mak and Chang (2019), in the UK the hospitality industry maintains strictly the environmental legislation to reduce greenhouse gas emissions and promote eco-friendly services. These approaches are necessary to attract not only domestic customers but also foreign guests. Hence, to get competitive advantages by improving service facilities Grand Hotel Scarborough can adopt an eco-friendly business approach. Park and Kang (2022) have claimed that, in recent days, eco-friendly service is mandatory to foster a good environment and reduce industrial waste to some extent. All these factors are responsible to make the business sustainable of Grand Hotel Scarborough. Business sustainability promotes customer loyalty and improves customers’ willingness to invest in hotel services again. In that context, to make the business sustainable and maintain a hygiene factor Grand Hotel Scarborough can use recycled toilet paper, Certified Compostable Bin Liners and Ballpoint Pens Made from Recycled Water Bottles that can help the mentioned hotel to make their business sustainable. Through eco-friendly services, this hotel can reduce industrial waste which is necessary to improve the business reputation in a significant way. Therefore, from the above discussion, it can be stated that Grand Hotel Scarborough needs to focus on their hygiene facilities to deliver quality kitchens as well as housekeeping services to customers. In this way, this company can increase its profit margins and runs the entire business operations very smoothly. In that case, proper employee training is also necessary to develop personal and professional skills to maintain all the aspects of hygiene factors. 
[bookmark: _ngjb3rjf7rru][bookmark: _Toc126113692]4. Findings and Results
The analysis above has helped in understanding the strengths and challenges Grand Hotel Scarborough is facing in the contemporary hospitality industry. The PESTEL analysis has identified Brexit and economic instability in the UK as some of the most critical factors influencing the Grand Hotel Scarborough. The current inflation rate has reduced disposable income and increased the cost of living in the UK, therefore, people have become more reluctant and hesitant about spending on a premium property such as the Grand Hotel Scarborough (Brewer et al., 2022). Operation Warm Welcome is a government policy or initiative that has housed almost 20,000 Afghan refugees in different hotels spread across the UK (Lewicki, 2022). One such hotel is the Grand Hotel Scarborough; however, the depleting facilities, and the lack of the same have named it unsuitable to live in. Furthermore, several guests have also stated that the primary reason behind the downfall of this hotel is the refugees. The administrative department of the organisation has failed to effectively maintain the hotel’s infrastructure, facilities, and amenities. The lack of profitability and revenue can also be blamed for the same, as the organisation is unable to offer more rooms due to the refugee situation (Costarelli et al., 2020). 
Refurbishment is the need of the hour for the Grand Hotel Scarborough; it will help in improving its hygiene standards. Many customers in recent times have complained about the poor hygiene standards in the food and beverage services, as well as in the housekeeping department. According to certain guest reviews it can be seen that the hotel does not have too many disable-friendly rooms which can create a negative impact on the brand’s reputation and image (Tripadvisor, 2022). Furthermore, customers have also complained about the significant lack of hygiene and cleanliness in the rooms, as well as the bathrooms. Guests have also started to complain about the price point which does not meet their expectations in terms of services and facilities (Tripadvisor, 2022). Refurbishment is also required in order to introduce environment-friendly organisational facilities; such as energy efficiency, sourcing the raw materials from local sellers, waste reduction and recycling, and more. However, currently, the organisation does not have adequate abilities and systems in place to implement any such sustainability strategies. 
The pandemic created havoc on the hospitality industry in the UK, and Grand Hotel Scarborough was no exception. After the pandemic considering guest and employee safety, the hotel has introduced a new policy where housekeeping is not allowed to service the rooms when they are occupied by guests (Shama and Kaushik, 2021). However, the severe lack of training within the housekeeping staff has led to massive negligence of guest health and safety, as many guests complained of unclean rooms, unhygienic surfaces in the rooms, lack of clean towels, and so on. Due to Brexit, the organisation has lost many talented and experienced employees; however, the organisation needs to focus on hiring and training employees effectively to counter such hygiene-related issues. 
The demographic traits of the UK population are changing significantly; the UK has an ageing population, and this has a direct impact on the hospitality industry. According to various market reports the 65 and above age group spends the highest on hospitality products and services; however, only 5% of the industry considers them as the most important demographic (Sann and Lai, 2020). A majority of organisations are now focusing on younger generations such as the millennials aged between 35 years to 44 years old. Hence, Grand Hotel Scarborough needs to alter its marketing efforts, incorporate digital technologies such as AI-enabled chatbots, and personalisation through 5G services and target a specific customer demographic (Mohalis and Moldvaska, 2021). It will further enable the organisation to leverage various social trends such as staycations, and more. Even though Britannia Hotels have introduced various staycation packages, they have not been able to attract many customers or guests owing to the lack of specificity in the organisation’s marketing and branding efforts. 
	
	External Opportunities
	External Threats

	Internal Strengths
	· The hotel already has an advantageous location, which can be used to relaunch the same after adequate refurbishment
	· Using its established brand reputation to enhance competitive advantage
· Increasing customer loyalty by improving customer services

	Internal Weaknesses
	· Refurbishment can instantaneously improve hygiene standards in the hotel
· Refurnishing can also include changing and cleaning the furniture, carpets, bedding, and more
	· It has an established brand identity which can help in countering the negative influence of competition on its profitability and revenue


Table 3: TOWS Analysis
(Source: Created by the learner)
Despite the critical challenges facing the Grand Hotel Scarborough, the organisation also has certain positive traits which can help the hotel to improve its condition and effectively compete with its contemporaries. The location of the Grand Hotel is quite advantageous, even the negative reviews of the hotel have mentioned that the view from this hotel is the best, compared to the other hotels in the area. Using the central location of the property, Grand Hotel Scarborough can be relaunched after adequate refurbishment (Britanniahotels.com, 2023). Alongside changing and altering the interior of the hotel, items of furniture and carpets in each room, as well as amenities need to be changed and refurbished. Changing the carpets and the wallpapers in the hotel rooms will significantly enhance the cleanliness and hygiene standards; furthermore, the housekeeping staff needs to be effectively trained according to the new standards of hygiene. Then they will be better equipped to clean the bathrooms and maintain adequate standards of hygiene. By improving the hygiene condition of the hotel, it will be able to effectively compete with its contemporaries. Since the hotel already has an established brand image and an advantageous location; it can utilise its services provided to the Afghan refugees as a CSR opportunity, and further improve its brand reputation (Britanniahotels.com, 2023). 
[bookmark: _jd46rcisxik2][bookmark: _Toc126113693]5. Action Plan

	No. 
	Problem 
	Solution 
	Desired outcome
	Time scale 
	Completion date 
	Cost 

	1
	Hygiene issues in the kitchen and housekeeping department 
	Hiring a training expert who will be responsible to give proper employee training in order to improve their hygiene factors. 
	Developing a better workforce who will maintain all the hygiene factors in this hotel. 
	2 months 
	22/05/2023
	12,000 GBP

	2.
	Lack of sustainability 
	Sustainability is one of the most important aspect of a successful organisation because it reduces the operational cost as well as energy. 
	Using eco-friendly components and implementing eco-friendly strategies to reduce carbon footprint. Along with that, restricts plastic usage in business operations. 
	5 months. 
	19/09/2023
	20,000 GBP

	3
	Hotel
refurbishment

	Hiring an interior designer who will design the entire rooms by implementing different kinds of technologies to serve quality services to the customers. 
	Improving room facilities with clean and clear bedsheets, innovative as well as unique designs. 
	8 months 
	10/01/2024
	25,000 GBP


Table 3: Action Plan
(Source: Created by the learner)
Action plans assist achieve personal and professional goals (Agha, 2022). The above action plan shows that Grand Hotel Scarborough must develop three critical areas to sustain competitiveness and customer happiness. Proper employee training may enhance corporate operations and boost hygiene awareness. Darvishmotevali and Altinay (2022) argue that staff training improves professional and personal abilities to provide excellent services and build client relationships. Grand Hotel Scarborough also has to improve its room designs and offer eco-friendly services to please clients. As greenhouse gas emissions have skyrocketed, Hyasatet al. (2022) say the hotel business has prioritised energy conservation. To attract domestic and foreign clients, the organisation must prioritise eco-friendly offerings. This strategy is necessary for corporate success. Following the aforementioned action plan, the hotel may improve its operating facilities and establish an efficient staff that prioritises kitchen hygiene, housekeeping, and customer satisfaction.
[bookmark: _cs4cbl6dhx30][bookmark: _Toc126113694]6. Recommendations
· Grand Hotel Scarborough can develop a weekly employee training program to raise awareness regarding hygiene facilities. In this way, every employee can get to know the process of maintaining appropriate hygiene in housekeeping as well as in the kitchen aspects. Employee training is mandatory to share knowledge, explore different kinds of ideas and motivate employees to execute all the organisational activities in a significant way (Styvénet al., 2022). Proper employee training can help to build an efficient employee base who will be responsible to understand customers’ perspectives and demands while serving their services. Customer satisfaction is necessary to increase business profit and enhance the ability to compete with competitors (Oh et al., 2022). 
· The Grand Hotel Scarborough is going to need to build their green plans while they are in the process of renovating the hotel amenities and cleaning services. In addition, in order to maintain hygienic standards and promote the long-term viability of the business, the hotel in question may choose to instal cutting-edge technology such as a robot housekeeper, which will be in charge of monitoring the cleanliness of the rooms. According to Nain et al. (2022), in order for hotels to provide excellent services to its patrons in this age of digitalization, it is required for the establishments to use a variety of technological systems. In conjunction with this, following the pandemic scenario, there has been a rise in the worries over hygiene within the hotel business.
· The public's perception of the hotel in question has improved as a result of Operation Warm Welcome, which enables the hotel to become more active in CSR initiatives. Because of this, the hotel in question is in a position to benefit from a marketing communication plan in order to cultivate a favourable public image and a satisfied client base. It is essential for a company to engage in CSR activities in order to improve its brand reputation by fostering an atmosphere that is both safe and secure internally (Wong et al., 2022).
[bookmark: _6wrre9fhlxz4][bookmark: _Toc126113695]7. Conclusion
It is possible to draw the conclusion that providing high-quality customer service is essential in the hospitality industry in order to keep customers happy and gain a competitive edge. The Grand Hotel Scarborough is a well-known hotel in the United Kingdom that provides a variety of services to its guests. These services include restaurant facilities, smart room amenities, and the ability for guests to organise a variety of events within the hotel. Regardless of this, the Grand Hotel Scarborough is dealing with sanitary problems, which have damaged its reputation within the hotel business in the UK. Both the COVID-19 epidemic and the Brexit have had a detrimental effect on the income and operations of businesses. Concerns over hygiene have significantly heightened since the epidemic that swept the globe. In addition, the culinary and housekeeping departments are where the majority of the hygiene problems have been seen. Therefore, effective employee training is required in order to increase knowledge regarding sanitary facilities and to preserve customer satisfaction by providing services that are both safe and secure for the consumer. It is vital to provide comprehensive training and safety programmes for staff in order to achieve high standards of hygiene in the food handling department as well as the housekeeping division in order to successfully address these difficulties. These types of staff training programmes should cover essential topics including the correct way to wear protective clothes, how to make use of the necessary detergents, and how to safely handle food. In addition to providing knowledge on how to properly dispose of waste materials, maintain cleanliness in the kitchen, and follow protocols for handling and storing food products, employee training is required to cover other topics as well.
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