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Executive Summary 
The purpose of this report is to address a problem that is occurring at the Concorde De Luxe Resort Hotel in Antalya, Turkey. The issue at hand would be that according to Booking.com and TripAdvisor guests have noted complaints about the pool water being cold which has not necessarily been to their liking. This is a serious problem that needs to be fixed right away because the resort has four pools, which are among the most popular and frequently used amenities offered by the hotel.
The Antalya, Turkey, location of the Concorde De Luxe Resort Hotel. It is a well-known hotel that attracts a lot of tourists. Inspired by the iconic Concorde jet plane, the Concorde De Luxe Resort is a themed hotel situated on the coast of Antalya's Lara region, which is renowned for its blue flag beaches and natural beauty. With its original exterior and interior architecture, Concorde De Luxe Resort offers a unique vacation experience. It is situated 10km from Antalya Airport, 15km from Antalya city centre, and near Belek golf courses, theme parks, and historical sites like Perge, Aspendos, and Kaleiçi (Old town). For a vacation rich in culture and history, the Concorde De Luxe Resort is the ideal destination.
R & Associates can benefit the hospitality sector in a number of ways by being selected as the organisational consultant for the Concorde Deluxe Resort Hotel. It raises employee morale, improves customer satisfaction, and increases operational efficiency. Hotels can improve operations, boost income, and obtain a competitive edge in the market by putting R & Associates' professional advice and recommendations into practice.
The Concorde De Luxe Resort has discovered a problem that isn't entirely satisfying visitors. The problem is that, according to Booking.com and TripAdvisor, some visitors have expressed dissatisfaction with the kids' pool's water temperature (TripAdvisor 2024). This is a problem because, according to reviews left by a few visitors on Booking.com and TripAdvisor, they would rather have slightly warmer water than a cold pool since they are visitors. 
This problem is having a detrimental effect on the hotel because visitors are posting reviews about it on websites like Booking.com, TripAdvisor, and Hotels.com. Consumers who would like to visit that resort with their kids might be a little worried or put off by this problem, so they might choose to stay somewhere else that doesn't have this problem. Even if they want to go, they might not want to use the children's pool, which will affect the resort's bottom line and guest satisfaction. Hotels' operations and reputation can be significantly impacted by issues they identify. 
The SWOT analysis of Concorde De Luxe Resorts is described below with reference to the hotel's overview. The hotel appears to be doing well given its location, which is in a popular area with lots of tourist attractions. Additionally, Concorde De Luxe Resort's abundance of opulent amenities is one of its main advantages, and the hotel is succeeding as a result. According to Booking.com, TripAdvisor, Hotels.com, and other websites, this resort has an extremely high customer satisfaction rate. Customer loyalty, repeat business, brand reputation, and revenue all greatly benefit from the highly rated reviews and positive guest feedback.
Concorde De Luxe Resort has received some feedback about their pool water being too cold, especially during off-peak seasons (TripAdvisor 2024). They can overcome this issue of the pool water being cold by making a change to the temperature of the water. They can ask guests to fill out a survey or questionnaire regarding this matter and ask guests how they can improve this matter. For example, by using swimming pool water temperature guidelines and chart safely they can state the number of options that the guests would prefer and what can be done to change the temperature of the pool water or maybe think of adjusting the pool into a heated pool. 
Moreover, by checking and adjusting the pool heating system can ensure that the pool’s heating system is functioning correctly. Regular maintenance and timely repairs can prevent temperature issues. Also, by installing a pool cover when the pool is not in use can help retain heat and reduce energy costs. This is especially useful during cooler nights or off-peak hours. If the current heating system is outdated or inefficient the resort can consider upgrading to a modern, energy efficient system. Options include solar heaters, gas heaters, or heat pumps. If immediate fixes are not possible, the hotel can offer guests access to alternative warm water facilities, such as hot tubs or heated indoor pools. Also, communicate with guests, inform them about the issue and the steps being taken to resolve it (TripAdvisor, 2024). Offering complimentary services or amenities can help mitigate any inconvenience they experience. Regularly monitor the pool temperature to ensure it stays within the comfortable range for guests, typically between 82°F and 86°F (28°C and 30°C) for general use, and slightly warmer for children (Dean, 2023). By addressing the issue proactively and keeping guests informed, the hotel can maintain a positive guest experience despite the temporary inconvenience.
The consultants at R & Associates have set up an action plan below and will keep an eye on the client and follow up to make sure the suggestions are carried out successfully and economically. The roadmap's indicators and metrics can be used by clients to evaluate the effectiveness and impact of the recommendations and spot any problems or gaps that need to be fixed. As the client puts the suggestions into practice and celebrates their accomplishments, they will also offer comments, counsel, or support. Monitoring and follow-up can strengthen the relationship and credibility while showcasing the company's interest and dedication to the client (Linkedin, 2024).
















Introduction 
This report has been prepared to focus on a matter that is causing issues within the Concorde De Luxe Resort Hotel in Antalya Turkey. The issue at hand would be that according to booking.com and TripAdvisor guests have noted complaints about the pool water being cold which has not necessarily been to their liking. As the resort consists of 4 pools and is one of the most used and common amenities that the hotel provides this issue is a concerning matter and would need to be resolved as soon as possible. To best solve this issue there will be frameworks such as SWOT, TOWS and PESTLE used to better understand the issue at hand and solve the problem.
The Concorde De Luxe Resort Hotel is based in Antalya Turkey. It is a famous hotel with quite an attraction for tourists. Located on the coast of Antalya's Lara region, which is well-known for its blue flag beaches and natural beauty, the Concorde De Luxe Resort is a themed hotel that was inspired by the iconic Concorde jet plane. Located 10km from Antalya Airport, 15km from Antalya city centre, and close to Belek golf courses, theme parks, and historical sites like Perge, Aspendos, and Kaleiçi (Old town), Concorde De Luxe Resort offers a unique vacation experience with its original exterior and interior architecture. The Concorde De Luxe Resort is the perfect place to go if you want a vacation full of culture and history in addition to Antalya's stunning sea, sun, and sands (Concorde De Luxe Resort, 2024). 
The Concorde De Luxe Resort consists of a variety of rooms available with various sizes. “The De Luxe Room can facilitate to up to 3 persons with a metric size of 28-32 metre squared. The Deluxe Dublex Room can accommodate up to a maximum of 4 persons with a metric size of 47 metre squared” (Concorde De Luxe Resort, 2024). The resort consists of 4 suites; “De Luxe Junior Suite Room which is 43-57 metre squared which can accommodate to up to 3 persons. The Deluxe Family Suite Room is 55-68 metre squared and can accommodate to a maximum of 4 persons. De Luxe Grand Suite Room is 61-70 metre squared in size and can also accommodate to up to a maximum of 4 persons. The De Luxe Royal Suite Room is 81-134 metre squared which fits up to a maximum of 4 persons” (Concorde De Luxe Resort, 2024). 
At R & Associates Consultancy Firm experts analyse and advise organisations to improve their performance within the hospitality industry, this involves assessing operations, customer service and employee training to enhance overall efficiency and guest satisfaction. There are many roles within R & Associates these include the advisor who provides expert advice and recommendations. The problem solver who expertise’s in identifying and addressing organisational issues. Change Agent who assists in implementing changes within the organisation. The Facilitator who guides the organisation through strategic planning processes. By choosing R & Associates as The Concorde Deluxe Resort Hotel’s organisational consultancy the firm can bring several benefits to the hospitality industry. It enhances operational efficiency, improves customer experience and boosts employee morale. By implementing expert advice and recommendations from R & Associates, hotels can optimise processes, increase revenue and gain competitive edge in the market. The firm consists of both Internal and External Consultants. Internal consultants are the in-house experts who possess deep knowledge of the hotel’s operations and culture. They provide insights and recommendations based on their familiarity within the organisation. Their roles include identifying inefficiencies, implementing process improvements and developing employee skills. Internal consultants foster a sense of ownership among employees and ensure the long-term success of the hotel. The external consultants at R & Associates bring external perspectives and specialised expertise to hotel organisations. They offer fresh insights and industry best practices that may be lacking internally. Their roles involve conducting market research, developing strategic plans and implementing change management initiatives. External consultants provide an objective viewpoint and help hotels adapt to their ever-changing industry landscape (Les Roches, 2024). 
To best solve this issue there will be frameworks such as SWOT, TOWS and PESTLE used to better understand the issue at hand and solve the problem.






Analysis 
The Concorde De Luxe Resort has identified an issue that is leaving guests not fully satisfied. The issue at hand would be that according to TripAdvisor and Booking.com a few guests have complained about the water temperature in the kids’ pool (TripAdvisor 2024). This is an issue because as guests they don’t want to enter a pool where it is cold, they prefer the temperature of the water to be slightly warm as stated from the reviews on Booking.com and TripAdvisor from a few guests. 
This issue is impacting the hotel in a negative way as guests are using platforms such as Booking.com, TripAdvisor and Hotels.com to write about this issue in the reviews section. Customers who would like to go that resort with their children may be slightly concerned or put off about this issue and may decide not to go there and choose another hotel that doesn’t have this issue. Even if they wish to go, they may prefer not to use the kids’ pool which will decrease revenue and guest satisfaction for the resort. Issues identified by hotels can have significant impact on various aspects of its operations and reputation. Many of these include guest satisfaction this often results in bad reviews and lower ratings on travel websites, which can deter potential guests (Alemar, 2024). Unresolved issues can lead to increased costs, such as compensating unhappy guests or repairing damaged facilities. Additionally, a tarnished reputation can result in lower occupancy rates and reduced revenue (Siteminder, 2023). 
Feedback within hotels isn’t necessarily an issue it is very important to gain feedback from guests for future improvements, guest satisfaction and brand loyalty and image. Feedback helps hotels understand guest preferences and areas needing improvement, which is essential for delivering exceptional service (benbria, 2024). In this case Concorde De Luxe Hotels issue is that the pool water is not to a certain temperature for the guests’ liking which can now be adjusted thanks to the feedback from the guests. By identifying operational gaps through feedback, hotels can also streamline processes and enhance operational efficiency. Furthermore, regarding staff performance constructive feedback empowers staff to refine their skills and deliver excellent service. Guest feedback can reveal unmet needs and opportunities for innovation, helping hotels stay competitive (benbria, 2024). Responding to feedback and taking feedback into account especially negative ones can build trust and improve a hotel’s reputation and positive feedback can lead to repeat business and word-of mouth recommendations, ultimately increasing revenue (The Hospitality Daily, 2023). 
In summary, while feedback can highlight areas needing improvement, it is a valuable resource for hotels to enhance their service and guest experiences. 
Reputation is a critical factor in all hotels. Concorde De Luxe Resort has quite a high reputation within the UK and outside of the UK too according to travel websites such as Booking.com etc. In today’s digital age, a hotels reputation can impact its success significantly. With reputation comes guest trust. A good reputation builds trust with potential guests, making them more likely to choose the hotel again (Boley, 2020). With Concorde De Luxe it has a lot of returning guests (TripAdvisor, 2024). Reputation has an impact on revenue as positive reviews and strong online presence can boost bookings and revenue, while negative feedback can deter potential guests and harm the hotels bottom line (Selander, 2024). Also, effective reputation management can give hotels a competitive edge by highlighting their strengths and addressing any weaknesses (Emi, 2023). Furthermore, in a highly competitive market, a strong reputation can set a hotel apart from its competitors (Emi, 2023). 
In summary, a solid reputation can help a hotel weather crisis more effectively. Guests and stakeholders are more likely to be more forgiving and supportive if the hotel has a history of good service and reliability like Concorde De Luxe Resort (Selander, 2024). 
Income impacts hotels in many ways such as operational costs. Adequate income allows a hotel to cover its operating expenses, such as salaries, utilities, maintenance and supplies. Without sufficient revenue a hotel may struggle to maintain its facilities and services (Lavi, 2023). A hotel's profitability is determined by its net income, which is calculated as revenue less expenses. If the hotel's net income is positive, it is profitable, if it is negative, it is losing money (Hollander, 2022). Additionally, increased revenue allows hotels to make investments in expansions, renovations, and upgrades. This can enhance the visitor experience and draw in more business, which will increase revenue even more (Lavi, 2023). A hotel's capacity to compete in the market is also impacted by its income. A hotel can increase its competitive edge by investing in technology, staff training, and marketing when its revenue rises (Lavi, 2023). Hotels that have enough revenue can provide competitive pay and benefits, which can aid in to attract and retain skilled workers (Lavi, 2023). Overall, income is vital for a hotel’s sustainability and growth, influencing everything from daily operations to long-term strategic planning. 
The scope of a hotel can impact significantly in its operations, market positioning and overall success. 
· Market reach – The scope of a hotel determines its target market and geographical reach. A hotel with broad scope might cater to international travellers, while a hotel with a narrower scope might focus on local or regional guests (Stay Express, 2024). 
· Service Offerings – The scope influences the range of services and amenities a hotel provides. For example, a luxury resort like Concorde De luxe offers extensive facilities, like spas, fine dining etc whereas a budget hotel might focus on basic accommodations (Stay Express, 2024). 
· Sustainability Practices – Scope also affects a hotel’s sustainability initiatives. Hotels are increasingly focusing on reducing their carbon footprint by managing Scope 1, 2, and 3 emissions. Scope 1 includes direct emissions from owned or controlled sources. Scope 2 covers indirect emissions from the generation of purchased energy, and Scope 3 includes all other indirect emissions in the value chain (Cousins, 2023). 
· Operational Complexity – A larger scope can lead to increased operational complexity. Managing multiple locations, diverse service offerings, and a wide range of customer needs requires robust systems and processes (Stay Express, 2024). 
· Brand Identity – The scope helps define a hotel’s brand identity and market positioning. A hotel chain with a global scope might emphasise its international standards and consistency, while a boutique hotel might highlight its unique, personalised experience (Stay Express, 2024). 




PESTLE Analysis of Concorde De Luxe Resort 
Political 
· Government Stability and Policies – The political stability in Turkey and government policies promoting tourism can significantly impact the resort’s operations. Favourable policies and incentives can boost tourism, while political instability can deter visitors (Makos, 2024). 
· Regulations and Compliance – The resort's operations depend heavily on adherence to regional laws, including labour laws, environmental regulations, and health and safety standards (Makos, 2024). 
Economical 
· Economic Conditions – Consumer spending on leisure and travel is influenced by the state of the Turkish economy as well as the global economy. While economic growth can boost tourism, economic downturns can decrease it (Makos, 2024).
· Exchange Rates - Changes in exchange rates can affect how affordable travel is for visitors from abroad, which can affect how many rooms a resort can accommodate (Makos, 2024)
Social 
· Changing Demographics – Demographic changes, like a rise in millennial and Gen Z tourists, may have an impact on the services and facilities the resort provides. These groups frequently look for unusual and experience-based lodging (Makos, 2024). 
· Cultural Trends – The resort's offerings and marketing strategies can be influenced by social trends, such as the growing interest in wellness and environmentally friendly travel (Makos, 2024). 
Technological 
· Technological Advancements – The guest experience and operational efficiency can be improved by integrating the newest technology into reservation systems, customer support, and in-room amenities (Makos, 2024).
· Online Presence – A strong online presence and positive reviews on platforms like TripAdvisor can significantly impact the resort’s reputation and bookings (TripAdvisor, 2024). 
Legal 
· Legal Compliance – The resort's operations depend on its adherence to national and international laws, particularly those pertaining to employment, safety, and environmental protection (TripAdvisor, 2024). 
· Intellectual Property - Preserving the resort's market position requires safeguarding its name and intellectual property against infringement (Makos, 2024).
Concorde De Luxe Resort can better navigate obstacles and take advantage of opportunities in the ever-changing hospitality sector by being aware of these factors.














Overview of the hotel 
Regarding the overview of the hotel below is a description of Concorde De Luxe Resorts SWOT Analysis. The hotel seems to be doing well with its location as it is situated in a prime location where tourism is popular with major attractions. Also, as Concorde De Luxe Resort has very luxurious and plenty of amenities it is a major strength for them and the hotel is doing well with that. This resort has a very high customer satisfaction rate according to Booking.com, TripAdvisor, Hotels.com etc the reviews are very highly rated, and guest feedback is very positive which is very important for customer loyalty, customer repetition, brand reputation and revenue. 
SWOT Analysis of Concorde De Luxe Hotel
Strengths
· Prime Location – Situatied in the Lara region of Antalya, the resort is close to beautiful beaches and major attractions (Concorde De Luxe Resort, 2024). 
· Unique Design – The hotel’s architecture is inspired by the Concorde Jet, offering a distinctive and memorable experience (Concorde De Luxe Resort, 2024). 
· Luxurious Amenities – The resort offers a wide range of amenities including pools, a spa, multiple dining options, and entertainment facilities (Concorde De Luxe Resort, 2024). 
· High Customer Satisfaction – The resort has received positive reviews for its excellent customer service and well-maintained facilities (Booking.com, 2024). 
· Family friendly environment – The resort provides an environment and activities suitable for all ages, making it an excellent choice for families (TripAdvisor, 2024). 
· Cleanliness and Comfort – The rooms and common areas are well-maintained, ensuring a comfortable and clean environment for guests (TripAdvisor, 2024). 
Weaknesses 
· Aging Infrastructure – Some parts of the hotel may require updates to stay competitive (Dojo Business, 2024). 
· Seasonal Demand – The resort may experience fluctuations in occupancy rates depending on the season (Dojo Business, 2024).
· Limited Online Presence – There might be a need for stronger digital marketing strategies to enhance the visibility and attract more guests (Dojo Business, 2024). 
· Noise Levels – Some guests have mentioned occasional noise disturbances, which can affect the overall tranquillity of their stay (TripAdvisor, 2024). 
· Temperature Control – There have been suggestions to improve temperature control in the kids’ pool and the relax pool to enhance comfort (TripAdvisor, 2024). 
Opportunities
· Growing Tourism – Increasing tourism in the Antalya region presents opportunities for higher occupancy rates and growth (Dojo Business, 2024). 
· Eco-Tourism Needs – Implementing eco-friendly practices and amenities could attract environmentally conscious travellers (Dojo Business, 2024). 
· Partnerships – Collaborating with local attractions and businesses can enhance guest experiences and create additional revenue streams. 
· Sustainability initiatives – By implementing more eco-friendly practices, such as reducing plastic use and increasing energy efficiency could attract environmentally conscious travellers (Concorde De Luxe Resort, 2024). 
Threats 
· Economic Fluctuations – Economic downturns can affect travel budgets and reduce the number of visitors (Dojo Business, 2024). 
· Competition – From several other high-end resorts in the region. The noble competitors include the Titanic Maradan Palace, Rixos Premium Belek, Maxx Royal Belek Golf Resort, Regnum Carya Golf & Resort. All these resorts like the Concorde De Luxe Resort provide a comprehensive holiday experience with a focus on luxury, comfort, and wide range of activities and amenities (Loveholidays, 2024). 
· Regulatory Changes – New regulations in the hospitality industry could impact operations and profitability. 
· Health Crisis – Pandemics and other health emergencies can severely affect the travel and tourism sector and lead to cancellations and less bookings. 
· Environmental Factors – Natural disasters, climate change can affect the resort’s appeal and operational costs. 
Overall like many hotels and resorts Concorde De Luxe Resort is very well known for its great hospitality amenities and location. But there are a few weaknesses, opportunities and threats to consider. Although it may not be possible to overcome all of those that’s why a SWOT Analysis has been conducted to show areas of improvement, the current situation of the hotel and a plan for improvement. A SWOT analysis gives a thorough picture of the hotel's current state, facilitating strategic planning for future expansion and well-informed decision-making (Cvent, 2021). 
TOWS Analysis 
A variation of the traditional business tool, SWOT analysis, is TOWS analysis. The acronyms for Strengths, Weaknesses, Opportunities, and Threats are the same for both TOWS and SWOT, but they are arranged in different order. (Visual Paradigm, 2024). “The TOWS Matrix encourages a deeper analysis by matching internal strengths with external opportunities (SO), and internal weaknesses with external threats (WT), to formulate concrete strategies” (Creately, 2024). 
	
	Opportunities
	Threats 

	 


Strengths 
	SO 
Strengths/ Opportunities
· Prime location
· Luxurious amenities 
· High Customer Satisfaction
· Family friendly environment 
	ST 
Strengths/ Threats 
· Competition 
· Cleanliness and comfort 

	 



Weaknesses 
	WO 
Weaknesses/ Opportunities
· Noise levels
· Temperature control 
	WT
Weaknesses/ Threats 
· Competition 
· Temperature control of pool 




Recommendations and Change Management 
Concorde De Luxe Resort has received some feedback about their pool water being too cold, especially during off-peak seasons (TripAdvisor 2024). They can overcome this issue of the pool water being cold by making a change to the temperature of the water. They can ask guests to fill out a survey or questionnaire regarding this matter and ask guests how they can improve this matter. For example, by using swimming pool water temperature guidelines and chart safely they can state the number of options that the guests would prefer and what can be done to change the temperature of the pool water or maybe think of adjusting the pool into a heated pool. 
Moreover, by checking and adjusting the pool heating system can ensure that the pool’s heating system is functioning correctly. Regular maintenance and timely repairs can prevent temperature issues. Also, by installing a pool cover when the pool is not in use can help retain heat and reduce energy costs. This is especially useful during cooler nights or off-peak hours. If the current heating system is outdated or inefficient the resort can consider upgrading to a modern, energy efficient system. Options include solar heaters, gas heaters, or heat pumps. If immediate fixes are not possible, offer guests access to alternative warm water facilities, such as hot tubs or heated indoor pools. Also, communicate with guests, inform them about the issue and the steps being taken to resolve it (TripAdvisor, 2024). Offering complimentary services or amenities can help mitigate any inconvenience they experience. Regularly monitor the pool temperature to ensure it stays within the comfortable range for guests, typically between 82°F and 86°F (28°C and 30°C) for general use, and slightly warmer for children (Dean, 2023). By addressing the issue proactively and keeping guests informed, the hotel can maintain a positive guest experience despite the temporary inconvenience.
Addressing issues effectively is crucial for maintaining guest satisfaction and a hotel’s reputation. An essential component of the visitor experience is the hotel's amenities and facilities. Visitors anticipate well-kept amenities like spas, gyms, swimming pools, and dependable Wi-Fi. It can be quite disappointing, though, if these facilities are subpar or unavailable as promised. Imagine anticipating a cool swim in the pool only to discover it unclean, extremely cold, or closed for repairs. These issues may affect guests' general contentment and capacity to enjoy their visit to the fullest. To reduce these kinds of complaints, hotels should guarantee routine upkeep, prompt repairs, and transparent communication regarding the availability and state of their amenities and facilities (Patil, 2023). Hoteliers should routinely maintain and check hotel amenities and facilities to make sure they are in top condition in order to address any issues. To control visitor expectations, clearly communicate any limitations or closures beforehand. To determine areas for improvement and prioritise renovations or upgrades appropriately, it is essential to get input from visitors (Patil, 2023).
Change management in hotels involves a strategic approach to implementing new processes, technologies, and policies to improve operations and enhance guest experiences. The key practices and procedures include setting clear goals and objectives. So, by defining specific, measurable, achievable, relevant and time-bound (SMART) goals this helps to ensure everyone understands the objectives and can work towards them effectively (Fletcher, 2024). Also, by developing a forward-thinking mindset encourages a culture of innovation and adaptability. This involves anticipating future challenges and opportunities, and being proactive in addressing them (Fletcher, 2024). With effective communication, clearly communicating the reasons for change, the benefits, and the steps involved. This helps reduce resistance and ensures everyone is on the same page (Epsilon, 2023). With employee training and support, providing robust training programmes to help employees understand and adapt to new technologies and processes. This can include interactive content, mentoring, and ongoing support (Fletcher, 2024). By using data driven tools it implements tools that provide real time data and analytics to monitor the impact of changes and make informed decisions (Fletcher, 2024). Furthermore, by managing guest expectations it ensures that changes align with guest preferences and enhance their experience. This can involve gathering feedback and adjusting as needed (Epsilon, 2023). By continuous reinforcement change management is an ongoing process. Regularly reinforce new behaviours and practices to ensure they become part of the hotels culture (Epsilon, 2023). 
Implementing change management practices at Concorde De Luxe Resort can help ensure smooth transitions and maintain high standards of guest satisfaction. Some key points would be to:
· Set clear goals and objectives - Clearly state the hotel's goals for the change. Having specific objectives will direct the entire process, whether it involves modernising facilities, enhancing service quality, or implementing new technologies (Hotelspider, 2024). 
· Develop a detailed plan – Make a thorough plan outlining the actions required to put the change into effect. To guarantee that everyone is aware of their responsibilities, include deadlines, milestones, and timelines (Hotelspider, 2024).
· Engage leadership and staff – Obtain leadership support and engage employees at all levels. Leaders should assist their teams during the process and set an example of the changes they want to see (Epsilon, 2023).
· Communicate effectively – Communicate openly and honestly with all parties involved. Concerns can be addressed and everyone kept informed with the support of frequent updates and feedback sessions (Hotelspider, 2024).
· Utilise technology – Make use of technology to expedite the process of change. Project management software is one tool that can assist with task organisation and progress monitoring (Hotelspider, 2024).
· Provide training and support – To make sure employees are at ease with new processes or systems, provide training sessions. Ongoing assistance can facilitate the shift and quickly resolve any problems (Epsilon, 2023).
· Monitor and Adjust – Review the change initiative's progress on a regular basis. Be ready to adapt in response to criticism and evolving conditions (Hotelspider, 2024).
· Celebrate success – Acknowledge and commemorate progress and accomplishments. This can strengthen the positive aspects of the change and raise morale (Epsilon, 2023). 
By following these steps Concorde De Luxe can effectively manage changes and continue to provide exceptional experiences for their guests. 
Hotels often manage changes recommended by consultants through a structured change management process. Some key steps they typically follow are assessment and planning. Hotels start by assessing their readiness for change. This involves understanding the current state of operations, identifying key stakeholders, and setting clear objectives for the change (Ideas, 2024). Developing a strategic vision is crucial. Hotels need to define where they want to go and what they aim to achieve. This vision guides the overall change process and helps in aligning all efforts towards common goals (Paul, 2021). Also, effective communication is essential. Hotels ensure that all team members are informed about the changes, understand the reasons behind them, and are involved in the process. Regular feedback sessions, surveys and focus groups can help gather insights and address concerns (Hotelspider, 2024). By providing training and support to employees is vital. This helps them adapt to new processes, technologies, and roles. Hotels may also bring in external consultants to support the transition and provide specialised expertise (Paul, 2021). Hotels implement the changes in phases, monitoring progress and adjusting as needed. This includes setting up new processes, integrating new technologies, and ensuring that all departments are aligned with the new strategies (Ideas, 2024). Strong leadership is critical for successful change management. Leaders need to exemplify the desired behaviours and processes, fostering a culture that embraces change and innovation (Ideas, 2024). 
The hotel should manage the changes suggested by R & Associates effectively and professionally in order to overcome this pool issue so that the negative feedback is resolved, and guest satisfaction is accomplished. The change should be managed by installing a heated pool as this can regulate appropriate temperature control. Heated outdoor pools are a fantastic amenity for hotels as they provide guests with a comfortable swimming experience all year round. There are many systems that Concorde De Luxe Resort can use such as:
· Heat Pumps – These are energy efficient and work by extracting heat from the air or ground and transferring it to the pool water. They are effective in moderate climates but can be less efficient in very cold weather (Brinsmead, 2022). This system is particularly effective in Turkey’s moderate climate. 
· Gas or Oil Boilers – These systems heat water quickly and are reliable in any weather. However, they can be more expensive to operate due to fuel costs (Brinsmead, 2022). 
· Direct Resistance Heating – This method uses electric heaters to warm the pool water. It’s straightforward but can be costly in terms of electricity usage (Brinsmead, 2022). 
· Solar Heating – Solar panels can be used to harness the sun’s energy to heat the pool. Given Turkey’s sunny climate, solar panels can be an excellent choice. They harness solar energy to heat the pool, offering an eco-friendly and cost-effective solution. This is an eco-friendly option, though it depends on the availability of sunlight and may require a backup heating system for cloudy days (Brinsmead, 2022). 
The cost to install a heating system in an outdoor pool for a hotel can vary depending on the type of heating system chosen and the size of the pool. Here are some general estimates:
1. Heat Pumps - These are energy-efficient and can cost between £1,500 and £15,000 (Hilton, 2021). 
2. Gas Heaters - These provide quick heating and can cost between £1,000 and £3,000 (Ccalculators, 2024). 
3. Electric Heaters - These are relatively easy to install and can cost between £1,000 and £3,000 (Ccalculators, 2024). 
4. Solar Heating Systems - These have higher initial costs but lower running costs, ranging from £500 to £5,000 (Ccalculators, 2024). 
The total cost will also depend on additional factors such as installation complexity, local labour rates, and any additional features like automated temperature controls.
Combining these systems could help Concorde De Luxe Resort strike a balance between cost, environmental impact, and efficiency. To keep the pool warm on days with less sunshine, a hotel might, for example, use solar heating as the main source and a gas boiler as a backup. According to R & Associates, it is critical to monitor the work's progress and quality and to adhere as closely as possible to the plan (Linkedin, 2024).
In order to measure and review the impacts/success of this issue. Concorde De Luxe Resort can use a variety of Key performance Indicators (KPI’s) and metrics. Most important ones include:
· Occupancy rate – This measures the percentage of available rooms that are occupied over a specific period. It’s a fundamental metric indicating how well a hotel is attracting guests (Blanes, 2024). 
· Average Daily Rate (ADR) - ADR calculates the average revenue earned per occupied room per day. It’s a key indicator of pricing strategy effectiveness (Blanes, 2024). 
· Revenue Per Available Room (RevPAR) - This combines occupancy rate and ADR to measure overall room revenue performance. It’s calculated by multiplying ADR by the occupancy rate (Blanes, 2024). 
· Total Revenue Per Available Room (TrevPAR) – This metric includes all revenue generated per available room, not just room revenue. It provides a more comprehensive view of a hotel’s financial performance (eHotelier, 2020). 
· Gross Operating Profit Per Available Room (GOPPAR) - This measures the hotel’s profitability by considering all operating expenses. It’s a crucial metric for understanding the financial health of the property (eHotelier, 2020). 
· Net Operating Income (NOI) - NOI is the total revenue minus operating expenses, excluding taxes and interest. It’s used to assess the profitability of the hotel’s core operations (eHotelier, 2020). 
· Guest Satisfaction Scores - These are often derived from online reviews and surveys. High guest satisfaction can lead to repeat business and positive word-of-mouth, which are critical for long-term success (Blanes, 2024). 
· Employee Satisfaction - Happy employees often lead to better guest experiences. Regular surveys and feedback mechanisms can help measure and improve staff satisfaction (Blanes, 2024). 
· Market Penetration Index (MPI) - This compares a hotel’s occupancy rate to the average occupancy rate of its competitive set. An MPI greater than 100 indicates the hotel is capturing more than its fair share of the market (Blanes, 2024). 
· Social Media Engagement - Monitoring social media interactions can provide insights into guest perceptions and the effectiveness of marketing campaigns (Blanes, 2024). 

By regularly tracking these metrics, Concorde De Luxe Resort can identify areas for improvement, optimise their operations, and enhance guest experiences. This all can benefit the resort too as it will boost revenue, increase guest satisfaction and overall give the resort a better image and loyalty. Concorde De Luxe Resort is known for its luxurious amenities and high occupancy rates, which likely contribute to substantial revenue. The resort offers a variety of services, including multiple dining options, pools, a spa, and entertainment facilities, all of which attract a significant number of guests (Travel Republic, 2024). 


















Action Plan 
	Number 
	Problem
	Solution
	Desired Outcome 
	Time Scale 
	Completion Date 
	Planned Budget

	1
	Cold pool water 
	To manage the temperature of the pool water so it is enjoyable for the guests and that negative review can be turned into a positive one. 
	Feedback about this issue will be a positive one and the guests can see that their review and opinions matter and are taken into consideration 
	3 Months 
	10/02/2025
	£16000 


 
The above table shows the action plan provided for Concorde De Luxe Resort. It states what the problem is and how the solution should solve this issue. The solution would be to manage the temperature of the pool water effectively and accordingly to the temperature guidelines for pool water, so it is of adequate temperature for those using it. The desired outcome suggests that feedback about this issue will be positive. The guests can understand see that their feedback matters and is always taken into consideration and the hotel will make a change as and when needed. This pool issue should roughly take 3 months to complete. As suggested and recommended the Concorde De Luxe given its location will best suit a solar heating system even though it has a higher initial cost but running costs are lower. Also by combining a backup heating system can benefit on the cloudier days. 



Conclusion – 500 words 
To conclude this report the above recommendations have been given to Concorde De Luxe Resort to solve the current issue they are facing right now which is the pool water being cold as guests have given feedback on TripAdvisor and Booking.com. The issue has been raised and recommendations have been given by R & Associates in to how best to solve this problem. It has been recommended to use a solar heating system with also a backup heating system to ensure it is warm without any upcoming conditions or issues. 
The resort is very famous for its service, location and amenities as it is and by successfully altering this issue will give the resort as well as the guests the loyalty, satisfaction and increased revenue even more. 
Lastly, the consultants at R & Associates will keep an eye on the client and follow up to make sure the suggestions are carried out successfully and economically. The roadmap's indicators and metrics can be used by clients to evaluate the effectiveness and impact of the recommendations and spot any problems or gaps that need to be fixed. As the client puts the suggestions into practice and celebrates their accomplishments, they will also offer comments, counsel, or support. Monitoring and follow-up can strengthen the relationship and credibility while showcasing the company's interest and dedication to the client (Linkedin, 2024).
At R & Associates the consultants would like to thank Concorde De Luxe Resort for approaching the company with its issue raised and given this fantastic opportunity to work with them. 
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