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[bookmark: _Toc65277971]Executive Summary 
In this consultancy report, we have talked about the problems in the business of Heaton’s Guesthouse Hotel and we have identified these problems individually. Heaton’s Guesthouse is a small hotel situated in Dingle, Ireland. The organisation is run by the owner’s family and the organisation has a very clean and nice environment. This family-friendly hotel has become one of the best small businesses in the world and it is the best hotel in the UK. The organisation is facing problems with the room and its designs which is represented as faded by some guests of the organisation. The organisation is facing problems with the foods offered, staffs and completion of their tasks in time, promotions and technologies. The organisation can change food recipes and can offer better quality foods, redesign rooms and can change the design of the dining space of the organisation. The organisation can hire employees or can implement technologies to communicate with the people and to receive feedback from them easily. In the future world, the organisation will implement innovative technologies to complete the tasks and the implementation of technologies will be a standard for the organisations. But the installation of the technologies isn’t easy for the organisation and it is costly for small businesses as Heaton’s Guesthouse Hotel. But touch-less technologies aren’t effective enough in the hospitality industry which is responsible for losing the generosity of the organisation. The organisation can hire some employees to increase the productivity of the organisation and these human beings can help the organisation to add value to the business practices of the organisation. The organisation has received complaints about lacking additional services such as a gym or spa. To overcome this problem, the organisation can install a spa or gym within the organisation to enhance customer satisfaction and experiences. No organisation can get better results in the hospitality industry without meeting the customer expectations which can be lethal for the organisation and without satisfying customers, no organisation can sustain business in the hospitality industry. To overcome these problems and to make a better business practice for the organisation, the organisation can follow the suggestions derived from this report and I think these suggestions can help the organisation to be more competitive and to perform better in the business environment. The organisation has to be more capable of adapting to the change and has to implement those changes in the business practices to stay in the number one position. We have identified all the problems that the organisation is facing and the possible remedies for these problems. We think that the proper implementation of these recommendations in the business practices of the organisation will solve the issues and will make it more sustainable in the business environment. 


[bookmark: _Toc65277972]Introduction
The hotel industry of the UK has faced recessions due to the economic downturn in 2009 and prior years. After the recession, the organisations have recovered early and this industry is now responsible for 20.7 billion GBP per year. But the organisations of this industry is now facing some problems and restrictions such as COVID-19 restrictions and safety issues that impacted the business of those organisations and the economy of the UK. In this report, we will talk about Heaton’s Guesthouse Hotel and its strategy to implement innovative technologies in the organisation to revive the business in the new normal world following COVID-19. To evaluate the pros and cons of the organisation’s decision to implement technologies in the business practices, we will use PESTEL and SWOT analysis of the organisation and that can help us to understand the forces that the organisation can face shortly (Mpaata, Basemera and Rulangaranga, 2016). If the organisation faces any political or legal factors for the implementation of newer technologies and how these technologies can impact the environment will also be discussed here. PESTEL analysis will help us to understand the impact of macro-environment factors on the business practices of the organisation (Saleh Luturlean and Anggadwita, 2016). To implement newer technologies, an organisation has to contain capabilities or resources to implement desired technologies in the business practices of the organisation. SWOT analysis will help us to understand the potential of the organisation or the shortcomings along with the possible opportunities of the countries and the threats. 


[bookmark: _Toc65277973]Scope and Analysis 
The hotel industry has a long history in the hospitality section of the UK economy and it can evolve extensions of the domestic hospitality in some countries. Heaton’s Guesthouse is one of those hotels that can offer a complete package for the customer. The organisation has a good reputation for offering everything which is the best in Dingle, Ireland. Yes, this hotel is situated in a pinpoint location for enjoying your trip to Ireland. This family-run hotel has 12 rooms with satellite TV for the customers who want to make trips with and without family. With over 24 years of experience, this hotel has risen as one of the best small hotels in the UK. The hotel is famous for its cleanliness and for the calm and quiet environment which is comfortable for the customers (NetAffinity, 2021). The organisation is run by the owner’s family and that ensures a spotlessly clean environment for the visitors (Inntel, 2021). It’s situated so nearly to the town that people can go there by a short walk and people can behold the scenic beauty of Dingle Bay. This hotel offers an excellent breakfast with a little cost. Most of the hotel rooms have a view from over the water and the employees of the hotel greet people with free coffee and so on (HotelAnalyst, 2021). The hotel has a fine dining opportunity on-site along with free parking and high-speed Wi-Fi. The hotel has some problems also such as some rooms of the hotel are so tiny and some room’s decoration is faded. There is no elevator, gym or spa in that hotel and there are few facilities (Hobbs, 2021). Some visitors have mentioned that they had to wait for a long time to enter the room and this is painful for the travellers who came from long distances (OliverwWyman, 2021). They have complained that the organisation consists of a little place in their terraces. The organisation hasn’t an effective feedback management system for solving different problems. Above all, the hotel offers traditional Irish hospitality to travellers and it is regarded as one of the most romantic places for couples or more people to enjoy their trip (Centrica, 2021). To understand the organisation’s situation, we can use PESTEL and SWOT analysis. PESTEL analysis of Heaton’s Guesthouse Hotel:
	Political 
	· Travel bans and restrictions can harm the business of Heaton’s Guesthouse Hotel (Andajani and Rahayu, 2019)
· Tax can be reformed for the owners 

	Economic
	· A big investment can be expected 
· The strength of currency can bolster business.

	Social
	· The threat of cheaper hotel Airbnb

	Technological 
	· Fast sharing technologies can impact business processes (Infraspeak, 2021).
· Reviews on social media can make or break the reputation
· Travel websites can increase competition 

	Environmental 
	· Different standards imposed by authority (RSPB, 2021).

	Legal
	· Innkeeper laws can impact the processes of the organisation
· Rules regarding truth-in-menu
· Crime rates in the hotel (Carrara, 2018) 


Heaton’s Guesthouse Hotel has faced different rules and restrictions imposed by the government to maintain safety for the people of the organisation and the customers (Belloc, 2010). These restrictions have decreased the customer turnover ratio of the organisation and that has decreased the profits and income of the organisation (Bhagat, 2012). Maintaining social distance and avoiding touches in the hostel business is near to impossible and that will decrease the business output for the organisation (Lee, 2013). Tax for the owners of the hostel can be reformed by the governmental authorities and that can be beneficial for the Heaton’s Guesthouse Hotel. In the economic sector, the hotels can expect a bigger investment from the government which can revive the business of the organisation (O'Fallon and Rutherford, 2011). The ups and downs of purchasing power parity can enhance the customer’s rate in the hotel and can increase profits for the organisation. People always want cheap price but better service which is critical to offer by a small business (Pratap, 2014). In this place, Airbnb has got an advantage and the people are going towards it which is a threat to the organisation. Fast communication and sharing technologies are useful to reach mass people in less time and the organisation can face difficulties for any wrong actions (Singla, 2012). Research has shown that every people in the world is connected with social media somehow. So, reviews about the organisation on different websites can increase or decrease the number of customers (Tamia and Soediono, 2020). Different websites are promoting different hotels and that will increase competition in the industry and the organisations have to go for low-cost leadership which isn’t easy for small organisations such as Heaton’s Guesthouse hotel. To keep the environment clean and to avoid harms caused by the organisation has to abide by the rules and regulations imposed by the government (Uysal, Sirgy and Krüger, 2018). These practices can help the organisation to improve business practices and to go green and be more sustainable. The legal authority has implemented some laws to maintain the safety of the customers of the organisation such as the innkeeper law. The organisations have to abide by these rules and regulations to increase the overall job satisfaction of the consumers and to maintain safety and security (Woods, Johanson and Sciarini, 2012). They also can help the organisation to keep the crime rate low and to offer outstanding performance. 
SWOT analysis of Heaton’s Guesthouse Hotel:
	Strengths 
	· Excellent reputation (Assaf and Magnini, 2012)
· Better service than competitors 
· Good location

	Weaknesses 
	· Fewer facilities offered
· Fewer technologies 

	Opportunities 
	· Peak season advantage
· Faster technologies to grow

	Threats
	· Cheap competitors like Airbnb 
· Restrictions imposed by the government



Heaton’s Guesthouse offers better services than the competitors in a good location which has increased the organisational reputation (Bli, Ouma and Aila, 2019). The organisation can acquire customers due to these reputations. But the organisation offers fewer facilities compared to the other competitors. The organisation hasn’t an elevator in the property for reducing human efforts. There are not so technologies installed that can enhance the business performance of the business (Arulkumar and Krithika, 2019). Heaton’s Guesthouse hotel is located in a good place and offers an opportunity for the customers to enjoy scenic beauty which can help them to collect more customers from the country and abroad (Järvi, 2019). New technologies have been introduced which can help the organisation to enhance business performance and to grow in less time. The organisation has a big reason to worry due to emerging competitors that offer the same services at lower costs. The organisation has to follow some rules and regulations to continue business in different situations such as COVID-19 to keep the organisation’s business practices ongoing.
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Though we can see that Heaton’s Guesthouse Hotel has earned reputations but there are some scopes to improve the business practices of the organisation. So, Heaton’s Guesthouse Hotel can implement some changes in the organisation that consists of changes in different sectors of the organisation (Khajeh Nobar and Rostamzadeh, 2018). To implement change in the activities of the organisation, management has to think about the processes and the people of the organisation. The organisation has faced downturns in business turnover due to rules and regulations imposed by the government for COVID-19. Customer turnover of the organisation has decreased and the organisation is facing a hard time to survive (Rather and Sharma, 2017). The organisation has to offer touch-less and much safer ways to communicate with the customers to attract them. Research has shown that touch-less communication will be a new standard for organisations to communicate with the people to maintain the safety of the customers and the employees of the organisation (Sekulic and Mandaric, 2013). This processes of communication with the people will be the standard for the organisations in the new world following COVID-19. So, Heaton’s Guesthouse can implement innovative technologies to improve customer service and to increase effectiveness. In this era of technology, hotels have to stay up-to-date with the technologies to ensure a comfortable stay for the customers and to improve customer experiences (Tuan, 2021). The organisation can implement technologies for using smartphone tools that can give consumers a more controllable hotel experience. Guests of the hotel can manage all act ivies from check-in to check-out from the hotel personally and easily. Room service and in-room control for the customers will also be easy to manage remotely (AroDigitalStrategy.com, 2021). Concierge services for communication with the customers by texting can be implemented in the business process of the organisation to get requests from the customers. It will help the organisation to provide real-time service to the customers as they request (Sinclair, 2021). The organisation can use the Starwood app to make hotel check-ins hassle-free. This will reduce the human efforts of the organisation and can make the process safer by the touch-less process. Implementation of the high tech processes in rooms can help the organisation to live with the ecosystem of gadgets. But the implementation of these new technologies can affect the business negatively in some ways (Griffin, 2020). If the customers face any problems caused by the newer technologies in the business process, the organisation will face a negative review for that. Technologies have made communication easy and people check reviews before purchasing any product or services (Lee, 2017). So, if people review the hotel negatively, that will decrease the trust and reputation of the hotel dramatically. Again, research has shown that human interaction is needed in hospitality organisations to improve the value of the services of the organisation. So, the implementation of new technologies can decrease human interactions in the business operations of the organisation and that can be a disadvantage for the organisation because it will lose generosity (Mejia, Phelan and Aday, 2014). But in this situation, people interaction can be harmful to any organisation. Again, the organisations are facing some frequent complaints or issues that have to be resolved. From check-in to entering, guests of the organisation have to wait for a long time which is tiring for them and can impact business negatively (Kett, 2020). Effective technological implementations can help the organisation to maintain real-time communication with the customers and to reduce this time. The management team has to make a proper plan to co-ordinate the reception sector with the housekeeping to ensure faster business processes (Ottenbacher, 2007). These processes can be improved but managing spaces in the terrace isn’t easy for the organisation and that will be a demerit for the organisation. The organisation can make some spaces to enjoy the scenic beauty for the visitors (Pizam, 2007). Better feedback management can help the organisation to keep customers interested and to make them loyal. The organisation is facing problems with the rise of new competitors in the marketplace such as Airbnb which is a multinational organisation that offers cheap price and good accommodation for guests. They will work as an external force for the organisation to face the challenges of acquiring customers and to keep them interested in the organisation (Ramanathan and Ramanathan, 2011). But Heaton’s Guesthouse Hotel has become the best small hotel in the UK and that can help them to attract more customers to book a stay at the organisation. Heaton’s Guesthouse hotel is famous for the breakfast made by the hotel owner himself (Rowe, 2005). But other foods they offer isn’t famous enough like breakfast. If they can improve the food quality just like the breakfast they offer, they can get a much better review of the online platforms. In this technological world, online reviews of more than 4.5/5 are the standard and if the organisation can acquire reviews of more than 4.5 in large number, the organisation will be able to get more new customers (Azevedo, Azevedo and Romão, 2013). When it comes to the technologies, the organisation is backwards in that space. The organisation has fewer technologies implemented in the processes of the business. This is a drawback for any organisation in the business environment which are operating their business in this dynamic world. To improve business, newer technologies is a must asset for every organisation (Sukru Cetinkaya, Ergul and Uysal, 2014). Again, Heaton’s Guesthouse Hotel offers fewer opportunities for the guests such as the organisation don’t have a gym or spa in their territory that is a demerit for the organisation. Many people nowadays are interested in working out and taking a spa to feel more relaxed on their trip. If the organisation can offer some opportunities such as that, the organisation will be able to make more people satisfied (BDO.co.uk, 2021). Implementation of newer technologies costs more money than other business operations of an organisation. But the organisation can get financial help from the government to revive the business and they can use this money to implement newer technologies in the organisation (Ft.com, 2021). Though maximum people have reviewed the organisation in a good way, some people have a complaint about their deluxe rooms (Smith, 2020). They think that the organisation offer standard rooms in exchange for deluxe rooms after taking the same price as the deluxe rooms. This is the key factor in the overall satisfaction when it comes to the hotel and offering standard rooms can be a disadvantage for the organisation. This organisation is one of the top small hotels in the world and the organisation has gotten some opportunities due to the good online review sites such as TravelAdvisor. But there are so many websites out there that are offering paid promotions and presenting more small hotels to the mass people (Heaton'sDingle, 2021). This will create a competitive position for the Heaton’s Guesthouse Hotel in near future and the organisation will face challenges due to the growing number of competitors in the hotel industry of the UK (Tripadvisor, 2021). But COVID-19 has effected all the hospitality organisations in the UK and around the globe. In this situation, only the fittest organisations will be able to continue the business and to revive business in the post-COVID-19 world (Newman, 2019). This has an advantage and a disadvantage such as the organisation will face fewer but fit competitors but if the organisation can’t take better approaches, the organisation won’t be able to sustain the business (InstituteofHospitality.org, 2021). Again, websites such as TravelAdvisor represent any organisation according to the customers' review. So, the organisation has to maintain a good standard and has to resolve problems that can decrease customer satisfaction (Keating and Harrington, 2003). The organisation has a loyal customer base and that can be an advantage for Heaton’s Guesthouse Hotel. It is critical for any hospitality organisation to maintain a good standard in the business operations and to meet all the customer expectations (Lyons, 2021). But the heart of every business is the customers and any organisation can’t rely on history to continue their business in this competitive world. So, the organisation has to pay attention to the tasks that can be improved and have to get those works done to improve business performance and overall customer satisfaction to maintain better business processes (Banaghan, 2021). Guest satisfaction can increase reputation but the vital point is to retain the customers of the organisation and Heaton’s Guesthouse Hotel has to work on this topic to provide improved performance for the customers and to gain value (Tate, 2018). Only and by only this way, Heaton’s Guesthouse can sustain itself in the business. 
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After evaluating all the facts presented in the previous section, we can say that Heaton’s Guesthouse Hotel have good reputations about their business practices but there is so room for improvement for the organisation. Some issues can impact the development of business performances:
	Sectors  
	Issues

	1. Food and Beverages
	· Foods and beverages offered by the organisation aren’t as famous as the breakfast. 
· Sometimes there is a shortage of foods. 

	2. Rooms and design
	· People have reviewed that some room’s design of the hotel is faded and the condition is poor. 
· Some instruments should be repaired 
· The dining space can be redesigned 

	3. Staff numbers and roles
	· There isn’t enough employee and the guests have to wait sometimes for different purposes.
· The role isn’t defined for the service providers.

	4. Staff training 
	· Feedback management and completion of task rate are poor in some cases. 
· Completion of tasks takes more time than usual.

	5. Promotion and technologies 
	· Competitors are promoting their business with new technologies and gaining a competitive advantage.
· This organisation has fewer technologies implemented for business operations. 

	6. Others
	· The organisation doesn’t have additional services for an organisation such as a gym or spa.


Heaton’s Guesthouse Hotel is famous for the breakfast that is made by the owner but the other meals that the organisation offers aren’t that famous. If the organisation can offer better quality foods in different meals, the organisation will be able to get more positive reviews. Rooms and dining spaces can be redesigned by the organisation which is necessary for the travellers to enjoy in sound mind and better designs can enhance their experience. That will increase the overall satisfaction of the guests because it’s a key factor for travellers to feel better about where they are staying. Staff numbers and roles should be increased and aligned for the organisation to increase productivity and attain efficiency in the business practices. It will help the organisation to divide the labour between more people and will make the business processes better. The organisation has to train those hired people and has to develop their skills to make customer services much better. Training and development will help the employees to give the best service to the organisation which is necessary for the organisation to retain its customers for a long time. Providing better service isn’t enough for Heaton’s Guesthouse Hotel to continue its business in the industry but they have to acquire new customers and so that they have to go for the promotion of the business. Paid promotion is now favourite among hospitality organisations and different new technologies can help the organisation gain efficiency in business practices. The organisation can implement newer technologies within the business sectors that can help them to communicate with the customers in real-time and to give an immediate response to them (Thechefstudio, 2021). Again, Heaton’s Guesthouse Hotel offers some opportunities to the guests such as horse riding, fishing and free parking. Outdoor furniture is there for the guests to let them enjoy the view of the ocean. But there are no gym or spa which is working as a demerit for the organisation because people now want to work out and to make themselves feel fresh while on a trip. If the organisation can make some additional spaces for a spa or gym, it will increase customer satisfaction dramatically. Not only for attracting new customers but also for retaining their acquired customers in the organisation. So, the organisation can fix these issues for the improvement of organisational performance and grow more in the business environment. If the organisation can able to solve these problems, the organisation can get benefits in different sectors and can capture a competitive advantage over other small hotels in the UK. Again, if the organisation can’t fix these issues in less time, the organisation can face a decrease in customers in the hotel and can lose its position in the market (SocialTables.com, 2021). Again, these issues can’t be taken lightly because these can be the reasons for the bankruptcy of the organisation. So, immediate actions about these issues are necessary for Heaton’s Guesthouse Hotel. 
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Heaton’s Guesthouse Hotel can follow this action plan:
	Number 
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1. Food and Beverages
	Foods and beverages offered by the organisation aren’t as famous as the breakfast. 
	The owner of the organisation can look for a better recipe for the foods that they offer and they can set an optimal recipe for the foods to make them famous as breakfasts.
	If the organisation can offer better food which is as famous as its breakfast, the organisation will be more desired by the visitors and it will impact positively in their review. 
	2 months 
	01/05/2021
	£2000

	2. Rooms and design
	People have reviewed that some room’s design of the hotel is faded and the condition is poor. 
	Designs of the rooms should be changed and some repairs should be done to solve the problem.
	Better design in the rooms will boost the attraction and overall satisfaction of the guests.
	2 months
	01/05/2021
	£5,000

	3. Staff numbers and roles
	There isn’t enough employee and the guests have to wait sometimes for different purposes.
	The owner of the organisation can recruit some people for different purposes. 
	This will facilitate the organisation by the division of labour and will increase the business performance of the organisation. It will reduce the time for the guests from check-in to entering rooms and manage different feedbacks and get done in less time (Hogan, 2008).
	1 month
	01/04/2021
	£5000

	4. Staff training 
	Feedback management and completion of task rate are poor in some cases. 
	Training employees to improve their knowledge about different things and developing their skills.
	Knowledge about different things will help the employees to resolve some problems immediately and skills will help them to be more efficient in their works.
	2 months 
	01/05/2021
	£4000

	5. Promotion and technologies 
	Competitors are promoting their business with new technologies and gaining a competitive advantage.
	Heaton’s Guesthouse Hotel can go for paid promotions and implementation of newer technologies in different websites such as TravelAdvisor.
	Promotions will help the organisation to reach more customers and to attract new people (Hogan, 2008). Technologies can increase the business performance of the organisation.  
	2 months
	01/05/2021
	£15000

	6. Others 
	Lack of a spa or gym
	Making a spa or gym for the guests.
	Enhancing customer satisfaction (Hong, 2018).
	2 months
	01/05/2021
	£15000
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Heaton’s Guesthouse Hotel can increase the number of employees or can implement technologies that can help the organisation by direct interaction or in a touch-less manner. Touch-less interaction will be the new standard for hospitality organisations and if Heaton’s Guesthouse Hotel can comply with that, the organisation will be benefited in the future (Muller, 2021). If the organisation hires new employees, they need to train them but if the organisation can implement technologies replacing human, it will get more benefits in the long-run. Rooms and dining space can be redesigned by the organisation to attract people and to enhance customer satisfaction overall. The organisation offers free breakfast for the guests and that is appreciated by all the people out there but they don’t offer the food of that quality in other meal times. If the organisation can offer improved foods at different meal times, the organisation can increase customer satisfaction. The organisation has gotten a complaint about lacking a gym or spa in the organisation which is a negative side for the organisation (Hogan, 2008). So, the organisation has to build a gym or spa for the guests of the organisation to make them happier. Though the organisation has been the best small hotel in the UK it has some lacking. If they can’t resolve them, they will lose the place. This can be compared to freedom, hard to get but easy to lose. So, the organisation has to take a good complaint management system to keep the best position for them. 
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Any organisation which works in the hospitality sector has to meet the customer expectations to keep them interested but when it comes to Heaton’s Guesthouse Hotel, they have to be more careful. To make the business sustainable, Heaton’s Guesthouse Hotel has to have satisfied customers who will keep a positive impact on the business review of the organisation. In this report, we gave gone through the general problems that the organisation is facing such as complaints from the guests and have suggested some recommendations for the organisation that can help it to resolve these problems and to make business more effective. The adaptability of new forms of business practices and complying with the changes that the organisation can face shortly can be the key for Heaton’s Guesthouse hotel to remain as the number one contender in the UK hotel industry. If the organisation can implement these recommendations in their organisation, the organisation can see an improvement in the business practices and the customer satisfaction level of the organisation. Heaton’s Guesthouse Hotel is the number one small hotel in the UK but there are some scopes for the organisation to improve its business practices and to go for much sustainable business practices. This research was focused on the consultation for the organisation about the problems they are facing and possible remedies to overcome them and, in my sense,, this project has succeeded in that. 
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