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[bookmark: _Toc165557014]Executive summary 
This report thoroughly analyses guests' experience at Hotel Spalentor in Basel, Switzerland, which is designed to provide strategic recommendations to hotel management to boost overall customer satisfaction and ensure a superior competitive advantage in the Switzerland hospitality industry. The hotel is located strategically in Basel, allowing tourists to access the local attractions and amenities easily. Despite the benefits, the hotel faces major issues that can negatively affect the guests' experience. The hotel management needs to review all its operations and make changes that are closer to the guests' expectations and industry standards. The key issue for the Hotel Spalentor is to improve the guest experience - the critical point of guest loyalty and the hotel's success.
 Key issues that have been found are:
· a shortage of on-site parking, 
· inadequate health facilities, 
· plain room décor, 
· a reception desk that does not work 24/7, 
· the absence of a full-service restaurant.
 These factors were highlighted during the detailed analysis of guests' feedback and evaluation of service offerings. The report utilises several analytical frameworks to address these challenges: PESTEL, SWOT, and TOWS Analyses. The PESTEL analysis shows that Switzerland has a good political and economic environment to conduct operations. However, it also mentions that the company must understand the fast-changing customer preferences, mainly due to sustainability and personalised services. SWOT analysis is the basis of the strengths and weaknesses of Hotel Spalentor, opportunities for development, and competitors' threats. The TOWS matrix develops unique strategies related to strong points, opportunities, weak points, and threats to identify them and take the required measures for each.

Recommendations include:
· Improving guest experience is particularly important to many factors that start with good parking management solutions to reduce the biggest issue of the guest. Collaborating with neighbouring facilities guarantees many parking lots, reducing people's stress upon arrival. 
· Besides, providing full-fledged spas and gyms with the latest amenities aligns with the growing trend of having total personal health among travellers. 
· Creating room decor with elements of local culture and modern-day designs unique to each guest goes beyond aesthetics and truly enriches the guest's stay. 
· Likewise, with global standards being the norm, having front desk hours running 24/7 is necessary, with uninterrupted support and convenience to international travellers, even if they arrive late at night. 
· Besides, creating strategic partnerships with popular local restaurants offsets the need for on-site eating facilities. Guests have an opportunity to experience premium dining, which gives them insight into the local culinary scene.
 Consequently, the hotel experience is taken to another level. Using these measures, the hotel will meet its goal of exceeding guest expectations, building the image of the hotel as a place where visitors may have their most pleasurable and satisfying experience.
The suggested recommendations must be implemented by phasing and prioritizing the initiatives with greater impact and feasibility. The hotel will be better able to address the challenges related to guest satisfaction levels by implementing the proposed strategies. This will likely lead to higher occupancy rates, more revenue, and a better marketing position. However, the future roadmap should also consider the technology development and guest service expectations to stay on top and to attract both novice and returning guests. The hotel needs to be flexible and responsive, regularly reviewing the effectiveness of the strategies implemented and making adjustments to meet the demands of the ever-changing hospitality environment and modify guest expectations while retaining the ability to adapt to new market innovations.
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(Hotel Spalentor Basel, Switzerland) 
(Source - Hotelspalentor.ch)
Hotel Spalentor is a charming 4-star hotel in Basel, Switzerland, directly opposite the Botanical Gardens. The hotel is located in the heart of Basel's Old Town, just a 5-minute walk from the University and the city's theatres, museums, shops, and restaurants (a. Hotel Spalentor, 2024.). This makes it suitable for tourists, bearing in mind this city's food, culture and history. The hotel offers 40 air-conditioned rooms and individually designed wood furniture by the Austrian company Hülsta. The rooms, which are created to allow guests to have a comfortable and relaxing holiday, are equipped with a large flat-screen TV, a DVD player with a choice of free DVDs, a minibar, and a coffee machine. The hotel provides comfortable accommodations and the facility for guests to stay there, making their stay more enjoyable. Among these are the free internet connection, fitness centre, a calm garden near a chestnut tree, and bicycles available for guests to cycle around the town. The hotel also sells an abundant breakfast buffet and agrees to welcome drinks (b.Hotel Spalentor, 2024).
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(Consulting organization – Logo)
Our consulting company, Hospitality Insights, has already gained a well-deserved reputation as a leading strategic solutions provider for the hospitality market. Using our team of skilled specialists and a data-driven approach, we provide condition analysis of the hospitality industry and offer customized solutions to improve the guest experience, gain competitiveness and generate growth. We use our vast knowledge and experience of the industry, advanced data analysis tools and deep understanding of customer behaviour to offer practical solutions for our clients. We offer various services, including conducting financial analysis and competitive benchmarking to strategic planning and change management. Our firm has a proven record of accomplishment of delivering results for many clients, from boutique hotels to large hotel chains. We pride ourselves on our commitment to excellence, attention to detail, and ability to deliver innovative solutions that meet our clients' unique needs.
Our consultancy firm, specializing in the hospitality industry, has undertaken a thorough analysis to enhance the guest experience at Hotel Spalentor further, ensuring it remains a preferred choice for both leisure and business travellers. The hotel boasts a comprehensive suite of amenities designed to cater to every guest's needs, including complimentary Wi-Fi, a generous breakfast buffet, welcome drinks, fresh fruit, bicycle hire, a fitness and leisure room, meeting facilities, and an electric car charging station. Despite these impressive features, continuous improvement in personalizing guest experiences and integrating cutting-edge technologies is essential for maintaining competitiveness in the dynamic hospitality market. We utilised several analytical frameworks to comprehensively understand and address the challenges and opportunities facing Hotel Spalentor. Our PESTEL analysis highlighted the importance of adapting to macro-environmental factors such as Switzerland's stable political landscape, stringent tourism regulations, evolving economic conditions, and shifting sociocultural trends towards sustainable travel (Professional academy, 2022). Technological advancements present an opportunity to streamline operations and enhance guest interactions, while environmental factors push for greener practices in daily operations.
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(Hotel Spalentor – Ihr Symthisches)
(Source – booking.com)
The SWOT analysis identified the key strengths of Hotel Spalentor’s prime location and robust amenities. However, areas such as limited dining options and restricted front desk hours emerged as weaknesses that could affect guest convenience. Opportunities were recognized in the growing demand for sustainable and technology-enhanced travel experiences, which the hotel could leverage to attract modern travellers. The competitive hotel market in Basel and economic fluctuations pose threats that require strategic mitigation. Building on this, our TOWS analysis facilitated the development of strategic initiatives that harness the hotel's strengths to capitalize on opportunities while addressing weaknesses and mitigating threats. To this end, we recommend several targeted strategies to elevate the guest experience significantly. Firstly, enhancing personalization through a guest profiling system can tailor services to individual preferences, increasing satisfaction and loyalty. Implementing a 24/7 virtual concierge service using digital platforms can provide guests with uninterrupted access to hotel services, enhancing convenience (Ozdemir et al., 2023).
Moreover, adopting sustainable practices such as linen reuse programs, local sourcing of food and collaborations with green businesses can position Hotel Spalentor as an environmentally responsible leader in the hospitality industry. Increase the range of dining options through partnerships with local restaurants. This can offer guests more variety and expose them to a diverse range of foods, which can help the hotel become more popular. Finally, the programs of dedicated training for staff members will guarantee a superior level of service, where personal interaction will stand at the forefront and effective problem resolution will be the main priority 
[bookmark: _Toc165557016]Analysis 
Identification and analysis of issues 
The Hotel Spalentor in Basel, Switzerland, is facing some problems, which could influence the quality of the services for guests. The issues identified and analysed are important parts of the effective solutions, which improve hotel competitiveness (Ushakov et al, 2020, pp. 388-395). In this part, we deal with the main issues experienced by the hotel, all of which are supported by the relevant data and the general trends in the industry.
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(Hotel Spalentor Basel)
(Source – hotelspalentor.ch)
Limited On-site Parking: Due to its limited on-campus parking, driving guests must face a huge problem since they have to park cars elsewhere. The inadequate number of parking spaces could escalate the extra expenses and inconveniences of the guests, as they might be obliged to find additional parking areas, which are inconvenient and potentially more expensive (Oyster.com, n.d.).
Limited Wellness Facilities: The Spalentor Hotel has a small gym. However, it does not offer other wellness amenities such as a pool or spa. Poor availability of such facilities may reduce the chances for wellness-oriented travellers and those who desire relaxation beyond the basic gym arrangement (Oyster.com, n.d.). The non-availability of first-class wellness facilities puts the hotel at an unfavourable competitive borderline against other local hotels, which offer a wider pool of amenities. This gap might influence the decision-making of potential guests who prioritize wellness options as part of their stay.
Generic Room Décor: Although the rooms at Hotel Spalentor are comfortable and well equipped, they are often perceived as generic and uninspiring due to minimalistic decor and a lack of vibrant colours or artwork (Mordorintelligence.com, 2024). The aesthetic appeal of hotel rooms plays a crucial role in enhancing the guest experience. Rooms that lack character or visual appeal may not provide the welcoming, memorable atmosphere that guests expect. This issue could influence guest satisfaction and their likelihood to recommend the hotel to others.
Front Desk Not Open 24 Hours: The front desk at Hotel Spalentor does not operate 24 hours a day. This limitation poses challenges for guests who require late check-ins, early departures, or assistance during off-hours (Sanasam et al., 2022, pp. 408-414). The limited hours of front desk operation can lead to guest inconvenience, influencing the overall service rating of the hotel (Segarra-Oña and Santamarina-Campos, 2024, pp. 1-3). In today's hospitality industry, round-the-clock service is often standard, and not meeting this expectation can affect the hotel's reputation and operational effectiveness.
No Full-Service Restaurant: The hotel lacks a full-service restaurant, with breakfast available at an additional cost. This situation can be particularly inconvenient for guests looking for meal options within the comfort of the hotel premises (Steffen et al., 2021, pp. 44-60). The absence of a full-service restaurant limits dining options for guests and may lead them to seek meals elsewhere, potentially diminishing their overall stay experience (Musiello-Neto et al., 2021, p. 13650). Comprehensive dining options are critical to the hospitality experience, especially in a tourist-centric city like Basel.
The Swiss hospitality sector, valued at approximately £4.13 billion in 2024 and expected to reach around £4.65 billion by 2029, employs 75,000 people and generates a yearly profit of about £6.51 billion. Challenges include stagnant visitor numbers, with increased US visitors but decreased visitors from Gulf countries (Mordorintelligence.com, 2024).
The issues identified at Hotel Spalentor cover various aspects of the guest experience, from the basic amenities offered to the operational aspects of the hotel service. Addressing these concerns will enhance guest satisfaction and boost the hotel's competitiveness in the bustling Basel hospitality market (Rosenkranz, 2022, pp. 111-123). The issues identified at Hotel Spalentor cover various aspects of the guest experience, from the basic amenities offered to the operational aspects of the hotel service (Cuc et al., 2022, p. 12050). Addressing these concerns will enhance guest satisfaction and boost the hotel's competitiveness in the bustling Basel hospitality market.
Pestle analysis 
PESTLE Analysis for Hotel Spalentor in Basel, Switzerland
Political Factors: The political environment in Switzerland greatly influences the hospitality industry, impacting factors such as tourism policies, government stability, and regulatory compliance (Dimitrios et al., 2020, pp. 130-130). Stable political conditions and supportive government policies are conducive to tourism development and investment, benefiting hotels like Spalentor (Edeh et al., 2022, p. 122). However, hotels must navigate various regulations related to health and safety standards, labour, and building codes to ensure legal compliance and operational efficiency.
Economic Factors: The Swiss hospitality sector is a significant contributor to the country's economy, with a market size estimated at approximately £4.13 billion in 2024 and expected to reach around £4.65 billion by 2029 (Mordorintelligence.com, 2024). This growth trajectory reflects the industry's resilience and potential for expansion, providing opportunities for hotels like Spalentor to capitalize on increasing demand. Additionally, the sector employs 75,000 people and generates a yearly profit of about £6.51 billion. 
Sociocultural Factors: Consumer tastes are changing, and now the customers want personalized experiences and sustainable ways of doing things, which undoubtedly has a major effect on the hotels and restaurants sector. Hotels are compelled to be more flexible with their services to continue fulfilling the new guest’s demands and, the, remain competitive in a dynamic market. The hospitality industry in Switzerland is experiencing growth due to the increased presence of international hotel chains and the changing culture (Anning-Dorson, Nyamekye, 2020, pp. 605-624). Spalentors can use these occurrences to reach out to an extensive audience, growing their business.
Technological Factors: Technology undoubtedly proves to be a game changer in terms of increasing productivity levels as well as improving the guest experience within the hotel field. Digitalization has left a mark as hoteliers now manage their services differently and focus more on customer needs. Adequate financial inputs in areas like advanced booking systems and guest service apps could help a great deal in terms of improving efficiency (Manthiou, 2020, pp.1175-1183). Technology becoming more and more popular in the hospitality industry can help Spalentor improve its operations' effectiveness, raising the standards of guest service and making it competitive in the market.
Legal Factors: Compliance with the laws and regulations is the priority action for smooth and effective hotel operations to ensure the observance of all the labour laws, health and safety standards, and data protection rules (Umrani et al., 2022, p. 103222). Tightening immigration regulations may also affect the recruitment process, such as foreign labour, which is well known for many travel destinations (Cardoso et al., 2021, p. 2378). Spalentors should be aware of all the legal aspects and operate to avoid operational risks and maintain the best level of regulatory standards possible.
Environmental Factors: There is increasing pressure on hotels to adopt sustainable practices, reflecting Switzerland's strong focus on environmental conservation (Heimerl et al., 2020, p. 6754). Spalentor has implemented certain sustainability practices across waste management, energy conservation, and community engagement, aligning with broader environmental initiatives (Bianchi and Chen, 2020, pp. 835-857). By embracing sustainability, Spalentor can enhance its brand reputation, attract environmentally conscious guests, and contribute to environmental conservation efforts.
The PESTLE analysis highlights various factors influencing Hotel Spalentor's operations and strategic decisions. While Switzerland's hospitality sector presents opportunities for growth and profitability, it also poses challenges that require proactive management and adaptation (Bianchi and Chen, 2020, pp. 835-857). By leveraging political stability, economic growth, sociocultural trends, technological advancements, legal compliance, and environmental sustainability, Spalentor can enhance its competitive position and ensure long-term success in the dynamic hospitality industry.



SWOT analysis 
SWOT Analysis of Hotel Spalentor in Basel, Switzerland
	Strengths 
	Weaknesses

	- Prime Location: Hotel Spalentor enjoys a strategic location in Basel's Old Town, directly opposite the Botanical Garden. This prime positioning enhances its appeal to tourists seeking convenience and proximity to major attractions.
- Amenities: The hotel boasts an array of amenities designed to enhance guest experiences, including complimentary Wi-Fi, a sumptuous breakfast buffet, welcome drinks, fresh fruit offerings, and bicycle rental services. These amenities contribute to guest satisfaction and loyalty.
Spacious and Well-Equipped Rooms: With 40 spacious, air-conditioned rooms furnished with exclusive furniture from Hülsta, Hotel Spalentor offers guests comfortable accommodation options. The emphasis on spaciousness and quality furnishings adds value to the guest experience.
	- Limited On-site Parking: Hotel Spalentor faces a challenge with its limited on-site parking facilities, potentially inconveniencing guests who rely on private transportation. This limitation could deter some potential guests or result in added expenses for alternative parking arrangements.
- Limited Wellness Facilities: The hotel's wellness offerings are relatively limited, featuring only a small gym without additional amenities such as a pool or spa. This may deter guests from seeking comprehensive wellness experiences during their stay.
- Generic Room Decor: Despite offering comfortable and well-equipped rooms, Hotel Spalentor's decor is perceived as lacking vibrancy or artistic elements. This could affect the overall ambience and guest satisfaction, particularly for those seeking aesthetically pleasing accommodations.

	Opportunities 
	Threats 

	- Expanding Tourism Market: With the hospitality industry in Switzerland projected to grow, opportunities abound for Hotel Spalentor to capitalize on increasing tourist inflows. The estimated market size of £4.13 billion in 2024 and expected growth present avenues for the hotel to attract a larger share of tourists.
- Digital Transformation: Embracing digitalization can enable Hotel Spalentor to enhance operational efficiency, streamline guest services, and stay competitive in a rapidly evolving industry landscap. Leveraging technology for online booking platforms, personalized guest interactions, and data-driven decision-making can unlock new opportunities for revenue generation and guest satisfaction.
	- Intense Competition: The competitive nature of the Swiss hospitality industry poses a significant threat to Hotel Spalentor. With numerous establishments vying for market share, the hotel must differentiate itself through unique offerings, exceptional service, and targeted marketing strategies to withstand competitive pressures.
- Seasonal Variations: Like many hotels, Hotel Spalentor is susceptible to fluctuations in demand due to seasonal trends. The potential for reduced occupancy during off-peak periods poses a threat to revenue streams and operational stability, necessitating strategic measures to mitigate seasonal impacts.



In conclusion, Hotel Spalentor possesses notable strengths, but it also faces challenges and must capitalize on opportunities while addressing potential threats to maintain its competitiveness in the dynamic Swiss hospitality market. 

SWOT Analysis 
	
	Opportunity 
	Threats 

	Strength
	Leveraging its prime location and amenities, Hotel Spalentor can target eco-conscious travellers, tapping into the growing hospitality industry in Switzerland. With the market estimated at £4.13 billion in 2024 and projected growth, the hotel has the opportunity to attract more guests and expand its market share. By promoting its central location and eco-friendly offerings, such as complimentary bicycle rentals and sustainable practices, Hotel Spalentor can position itself as a preferred choice for environmentally conscious tourists.
	Hotel Spalentor can utilize its diverse range of amenities to differentiate itself from competitors in the highly competitive Swiss hospitality industry. Nowadays, many establishments compete for the same customer base, allowing hotels allowing hotels to offer their guests unique experiences. By highlighting its benefits, such as renting bikes and a fitness area, Hotel Spalentor can develop a unique brand, getting more guests to choose it over competitors.


	Weaknesses 
	For instance, Hotel Spalentor may explore new trends or technologies to deal with on-site parking problems. For instance, by collaborating with the parking garage located nearby or by offering a valet car service, the hotel may eliminate the inconvenience created by the scarce parking (Kürüm Varolgüneş et al., 2022, p.944412). Notwithstanding, should the lack of a full-service restaurant be identified as a weakness, the hotel can explore the opportunity of working with local eateries to provide guests with a delivery service and make their dining experience more interesting.

	Developing contingency plans to address potential threats that may exacerbate weaknesses is crucial for Hotel Spalentor. For example, if the hotel's limited wellness facilities are identified as a weakness, increased competition in the market could further impact its attractiveness to guests seeking comprehensive wellness experiences. To mitigate this threat, the hotel can explore partnerships with local wellness centres or offer wellness packages that include off-site activities, ensuring guests have access to holistic wellness experiences despite the limitations of on-site facilities.


Positive aspects and achievements 
Location: Hotel Spalentor has a great location in Basel's Old Town, as it is directly opposite the Botanical Garden. The fact that this place is located in the heart of the city makes it more attractive for travellers who wish to enjoy their trip at conveniently and conveniently to all major points of interest.
Amenities: The hotel has a collection of tailor-made amenities to ensure that the guest gets the most out of their stay. From complimentary Wi-Fi and a generous breakfast buffet to welcome drinks, fresh fruit offerings, and bicycle hire, Hotel Spalentor ensures that guests have everything they need for a comfortable stay (Belias and Trihas, 2022, pp. 21-37).
Spacious Rooms: With 40 modern and spacious rooms equipped with exclusive furniture from Hülsta, Hotel Spalentor prioritizes guest comfort and satisfaction (Delval, 2024). The well-appointed rooms provide ample space for relaxation, contributing to a positive overall experience (Chang and Werther, 2021, pp. 127-151).
Service: Hotel Spalentor is renowned for its exceptional service, with staff consistently praised for their friendliness and helpfulness (Ozdemir et al., 2021Including customer service issues, the high level of service quality increases satisfaction and creates a friendly atmosphere.
Perks: Hotel Spalentor does not only feature amenities, but also the advantage of free public transport passes and bike rentals (Seidu et al., 2022, pp. 535-552). Such extras are attractive to guests and a way for the hotel to stand out from other hotels.
Positive Reviews: The Hotel Spalentor has earned numerous acclaimed feedback from different sources, reflecting the high standard of customer satisfaction and appreciation of its lodging, catering, and service facilities. The combination of Hotel Salento’s advantageous location, comfortable facilities, attentive service, and perks has undoubtedly played a major role in building its good reputation and jeopardy in Basel's hospitality market (Hao and Chon, 2022, pp.113-134).
[bookmark: _Toc165557017]Recommendation and change management
Analysis of current issues
Limited On-site Parking: Limited parking facilities at Hotel Spalentor is one of the major complaints, and guests who come in cars are seriously inconvenienced. The lack of sufficient parking could significantly detract from the overall guest experience, especially if alternative parking options are scarce or expensive.
Restricted Wellness Facilities: The hotel's wellness amenities are limited to a small gym, with no pool or spa available. This limitation might discourage guests who prioritize such facilities, potentially affecting the hotel’s competitiveness in a market where comprehensive wellness options are common.
Generic Room Decor: Although the rooms at Hotel Spalentor are comfortable and well equipped, they lack vibrant colour or engaging artwork (Steffen et al., 2021, pp. 44-60). This simplicity in room aesthetics may affect guest satisfaction by failing to contribute positively to the ambience and comfort of their stay.
Non-24-Hour Front Desk: The front desk is not operational 24 hours, which could inconvenience guests who arrive late at night or require assistance during off hours, possibly leading to negative guest experiences.
Absence of Full-Service Restaurant: Without a full-service restaurant, and with breakfast potentially being an additional charge, guests may find it inconvenient, particularly those who prefer dining within the hotel premises (Steffen et al., 2021, pp. 44-60).
Sector Analysis: Hospitality in Switzerland
The hospitality sector in Switzerland is a significant employer and economic contributor, employing approximately 75,000 people and generating annual profits of about CHF 8.5 billion (approximately £7.53 billion) (Musiello-Neto et al., 2021, p. 13650). Despite these robust figures, the sector faces challenges, including stagnating visitor numbers. Notably, there has been an increase in visitors from the US, while numbers declined (Rosenkranz, 2022, pp. 111-123). Additionally, visitor growth from Hong Kong, Taiwan, and Japan contrasts with a drop from Arabian countries by more than 8% (Cuc et al., 2022, p. 12050). These fluctuations in visitor demographics could indirectly influence Hotel Spalentor, particularly regarding its strategic positioning and service offerings in the wider hospitality market.
Recommendations 
Hotel Spalentor in Basel faces several challenges that influence its operational efficiency and guest satisfaction. Based on a comprehensive analysis, the following strategic recommendations are proposed to enhance the hotel's competitiveness and guest experience. These suggestions are tailored to address specific issues identified within the hotel’s current operational framework.
Enhance Parking Solutions
Problem: Limited on-site parking is a significant inconvenience for guests who drive, potentially deterring them from choosing Hotel Spalentor.
Solution: The hotel could negotiate partnerships with nearby parking facilities to secure preferred rates for guests. Alternatively, introducing a valet parking service could streamline the parking experience, adding a premium touch to the hotel’s services.
Expected Outcome: Improved guest satisfaction and potentially increased bookings from guests preferring to travel by car.
Expand Wellness Facilities
Problem: The current limited wellness facilities, including a small gym with no pool or spa, place the hotel at a competitive disadvantage (Steffen et al., 2021, pp. 44-60).
Solution: Forming partnerships with local wellness centres could allow guests to access more comprehensive facilities at a discounted rate. Additionally, the hotel could explore the feasibility of hosting wellness retreats or outdoor activities that capitalize on Basel’s scenic surroundings.
Expected Outcome: The health and wellness-oriented clients will be delighted by the renovated hotel, and the ability to retain them may be improved and a new market segment will be captured.
Revamp Room Decor
Problem: Generic room decor does not reflect the local culture and lacks the charm that could enhance the guest experience (Steffen et al., 2021, pp. 44-60).
Solution: Redecorating the rooms with local Basel artwork or cultural themes could significantly enhance their appeal. Collaborations with local artists and artisans could infuse a unique local touch while supporting the community.
Expected Outcome: Rooms that offer a memorable experience may lead to higher guest satisfaction and repeat visits.
Extend Front Desk Hours
Problem: The front desk’s limited hours may not accommodate guests arriving late or those needing late-night assistance.
Solution: Extending the front desk service hours or implementing a 24/7 digital concierge service could ensure that guest needs are met at all times. The digital option could provide a cost-effective alternative to physical staff expansion.
Expected Outcome: Improved service availability would likely enhance guest reviews and overall satisfaction (Rosenkranz, 2022, pp. 111-123).
Partner with Local Restaurants
Problem: The lack of a full-service restaurant may limit dining options for guests, affecting convenience and satisfaction (Cuc et al., 2022, p. 12050).
Solution: Establishing partnerships with local restaurants to offer delivery services directly to guest rooms or arranging exclusive dining deals could enhance the dining experience without the overhead of running a full restaurant.
Expected Outcome: Diverse and high-quality dining options could improve guest convenience and dining satisfaction.
Implementing these recommendations could significantly enhance the operational effectiveness and guest satisfaction at Hotel Spalentor. Each strategy is designed to address specific current limitations, with a focus on practical implementation and alignment with the hotel’s existing operational capacities and cultural context. 
Change management
There is a need for change management to be a core in the dynamic hospitality sector so that the hotels, including Hotel Spalentor in Basel, Switzerland (Dimitrios et al., 2020, pp. 130-130), can be adaptable and resilient. The massively changing guest expectations and operational technology narrow the option of the hotel down to the adoption of structured change management processes to have sustained success and a competitive edge.
Ways to Promote Successful Change Management
Communication
Objective: Make sure all employees know when changes are expected to be enacted and can explain the reasoning behind them.
Method: Conceptualize a comprehensive communication plan that involves holding meetings, producing newsletters, and utilizing digital platforms (Edeh et al., 2022, p. 122). A plan must highlight the benefits the hotel and the team members would enjoy if the changes were implemented (Park et al., 2024, pp.41-61). 
Outcome: Communication enables the management to build trust, decrease uncertainties, and create an environment that favours a constructive attitude towards change.
Involvement
Objective: Involve the staff in the change process to get their input and prevent resistance.
Method: Include staff in the planning and implementation phases via the workshops and feedback gatherings. This practice not only helps to uncover issues early but also to make employees feel esteemed and allied to the solution.
Outcome: Enhanced participation and a decrease in opposition as not only the employees who are involved in effecting changes but also the others who support and sustain these changes.
Training
Objective: Train the staff with the essential skills to handle new systems, procedures and roles effectively.
Method: Utilize directed education programs, which are appropriate for the transitions that are going on. It could comprise role-play, webinars, and mentorship.
Outcome: A competent team ensures a better transition period, better performance, and higher efficiency in implementing the change.
Support
Objective: Support staff during and after the process of transition with the objective of stress mitigation and adaptation improvement.
Method: Provide resources like extra labour during the transition, regular manager's meetings, and facility to access counselling if necessary (Shamim et al., 2021, p. 106777).
Outcome: Support systems such as counselling, stress management techniques, and social networks assist in the reduction of anxiety, promotion of staff well-being, and maintaining productivity (Horng et al., 2022, pp. 22-38).
Hotel Spalentor adopts change management strategies that are good for implementing change and improve employee engagement, which is a key success factor for any business. Change management should be viewed as a continuous process, with persistent improvements and modifications as feedback is received and industry's standards evolve (Kim et al., 2020, pp.523-535). Hotel Spalentor can successfully face change and continue as a leader in the Basel hospitality sector by focusing on communication, involvement, training, and support procedures.
Measurement and evaluation of success 
To assess the efficiency of the strategies applied in Hotel Spalentor, Basel, Switzerland, we must have a set of Key Performance Indicators (KPIs) (Umrani et al., 2022, p. 103222). These indicators supply qualitative data on the hotel’s service in multiple areas and lead the management decisions concerning management operations, marketing tactics and price strategy (Kim et al., 2020, pp.523-535).
Key Performance Indicators (KPIs)
Average Daily Rate (ADR)
- Description: ADR is calculated per-occupied-room basis as the average daily rental revenue. It is one of the most important parameters hotel management uses for measuring the effect of their pricing strategies during the seasons and on different days in the week.
- Utility: ADR tracking helps establish the role of strategic decision-making in accommodating the range of rates and determining revenue optimizations during different market situations (Fernández et al., 2011, pp. 339-357).
Revenue per Available Bed (RevPAR)
- Description: The omnipresent RevPAR combines the occupancy rate effect and the ADAR(average daily room rate) to give information on the hotel's revenue performance (Enz, 2012, pp. 207-226).
- Utility: This is a critical parameter that should help to track the efficiency of room sales in that it balances occupancy levels and room rates to optimize revenue.
The revenue per available room (RevPAR) represents the difference between the revenue generated from guest rooms and the related expenses divided by the number of rooms available for occupation.
- Description: GOPPAR shows the true profitability of the hotel business by comparing the gross operating profit achieved to the total number of rooms that had a chance to sell.
- Utility: Operating costs within GOPPAR enable the hotel to fully portray the picture of its financial health, which helps identify areas for cost-cutting and operational efficiency.
Sales Performance
- Description: The indicator reflects the implementation rate of marketing and sales strategies by analysing sales trends (Loizia et al., 2021, p. 141974).
- Utility: Regular evaluation of sales performance might show effectiveness in advertisement activities and the hotel is potential to attract and keep specific market segments (Nunes et al., 2021, pp. 153-162).
Implementation and Monitoring
In order to effectively monitor these KPIs, Hotel Spalentor should adopt a systematic way by using software tools and regular meetings with the key players. This provides the flexibility to adopt strategy changes after appraising the performance data and market trends. As a result, combining guest feedback and qualitative data will improve the understanding of how each KPI affects guest satisfaction and overall service quality. Measuring and analyzing these vital performance metrics continuously guarantees Hotel Spalentor that its strategy is effectively being implemented. These metrics will not only help refine the business model but also provide a solid foundation for the decision-making process, which will stay positive and delight guests in the competitive Basel hotel market (Majeed et al., 2022, p.2028331).
Potential benefits
By introducing tactical upgrades per Hotel Spalentor in Basel, Switzerland, it is possible to take advantage of a remarkable scope, which may result in the growth of the hotel's popularity and financial success.
Improved Guest Experience: Some upgrades, including enhanced parking, extension of wellness facilities, renovated rooms, extended front desk hours, and collaborations with local restaurants, are likely to bring an unforgettable experience. The implemented changes may result in higher client satisfaction and loyalty that can be translated to repeat visits and positive reviews, which are very important in growing and maintaining success in this industry.
Increased Competitiveness: By dealing with the existing issues and improving its offerings, Hotel Spalentor could achieve great advancements in the Basel hospitality market. Such measures have the potential of taking in a greater number of guests. Consequently, the hotel will be recognised more and gain a larger market share.
Increased Revenue: Upgrading guest services and boosting the company's competitiveness may result in higher occupancy rates, which, in turn, can increase the hotel's revenue. In order to develop new services, such as wellness packages and partnerships with local food providers, you can find new sources of revenue and the opportunity for income diversification.
Enhanced Reputation: The timely and effective handling of guest complaints and continuous service upgrades would boost Hotel Spalentor's reputation. A strong reputation ensures attracting new consumers and maintains the existing client base – the main pillars of corporate sustainability.
Adaptability: Utilising these strategies can also boost Hotel Spalentor's flexibility in response to market fluctuations and changes in customer tastes, contributing to the hotel's relevance in the continually evolving and competitive industry.
Moreover, one should use the hotel's specific data and insights to analyse deeply and accurately.
Cost analysis
Implementing strategic enhancement at Hotel Spalentor in Basel, Switzerland, will be complicated and incur several costs. Here is a detailed cost breakdown for the proposed strategies: 
Enhance Parking Solutions: Finding better parking spots is quite complicated. It involves renting space, hiring extra staff, and insurance. The continuously predicted annual costs, from CHF 5000 to CHF 10000.
Expand Wellness Facilities: Expanding wellness facilities through partnerships with local centres or developing exclusive wellness packages entails costs for partnership agreements, transportation, and package development, amounting to about CHF 3,000 to CHF 5,000 annually.
Revamp Room Décor: Upgrading room decor to include local art or Basel-themed elements requires an investment in interior design, artwork procurement, and renovation. This could cost approximately CHF 10,000 to CHF 20,000.
Extend Front Desk Hours: Extending operational hours at the front desk, or investing in digital check-in solutions, involves additional labour costs or technology investments, with costs varying from CHF 5,000 to CHF 15,000.
Partner with Local Restaurants: Forming partnerships with local dining establishments for exclusive delivery services involves costs related to partnership agreements and coordination, estimated at CHF 2,000 to CHF 4,000 annually.
These estimates are based on industry standards and might vary depending on specific implementations, local pricing, and hotel size (Kürüm Varolgüneş et al., 2022, p. 944412). It is important to view these expenditures as investments potentially leading to higher guest satisfaction and increased revenue.


[bookmark: _Toc165557018]Action plan 
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Limited On-site Parking
	Partner with nearby parking facilities or offer valet service
	Improved guest experience by providing convenient parking options, likely to attract more driving guests.
	3 months
	TBD
	CHF 5,000 - CHF 10,000

	2
	Limited Welless Facilities
	Partner with local wellness centres or offer wellness packages
	Enhanced guest experience through accessible wellness options, increasing hotel competitiveness in the health and wellness sector. 
	6 months
	TBD
	CHF 3,000 - CHF 5,000

	3
	Generic Room Decor
	Add local artwork or elements reflecting Basel’s culture and history
	Rooms become more appealing with a local touch, enhancing the guest experience by integrating cultural elements.
	4 months
	TBD
	CHF 10,000 - CHF 20,000

	4
	Front Desk Not Open 24 Hours
	Extend front desk hours or implement a digital solution
	Improved service availability, enhancing guest convenience, particularly for late arrivals or those needing off-hours assistance.
	2 months
	TBD
	CHF 5,000 - CHF 15,000

	5
	No Full-Service Restaurant
	Partner with local restaurants to offer delivery services to guests
	Guests gain more dining options, enhancing the overall experience and potentially increasing guest satisfaction ratings.
	3 months
	TBD
	CHF 2,000 - CHF 4,000



Detailed Strategy and Rationale:
Parking Solutions: A partnership with nearby facilities or a valet service will resolve the issue of limited parking, making the hotel more accessible to guests who prefer to travel by car (Kürüm Varolgüneş et al., 2022, p. 944412). This solution aims to remove barriers for guests who might choose a different hotel due to better parking options.
Wellness Facilities: By collaborating with local wellness centres or creating bespoke wellness packages, the hotel can cater to a growing segment of health-conscious travellers, thus differentiating itself in a competitive market. 
Room Decor: Integrating local art and cultural elements into room decor not only beautifies the space but also creates a unique, localized experience that can attract tourists interested in cultural immersion (Nur et al., 2021, pp. 223-240).
Front Desk Hours: Extending front desk operations or incorporating digital solutions for check-ins and assistance ensures that guests receive help whenever needed, thus improving service quality and guest satisfaction (Kürüm Varolgüneş et al., 2022, p. 944412).
Restaurant Services: The absence of a full-service restaurant is mitigated by collaborating with local eateries to provide a variety of dining options. This strategy not only expands the culinary experience for guests but also supports local businesses, creating a community-focused reputation for the hotel (Rahimian et al., 2021, pp.1413-1436).
Each strategy is designed with a clear timeframe and budget, aiming for a balance between cost and significant enhancements to guest experience. These investments are expected to result in increased guest loyalty, higher occupancy rates, and potentially higher overall revenue for Hotel Spalentor.



[bookmark: _Toc165557019]Conclusion 
Conclusively, this detailed analysis of the Hotel Stalentor in Basel, Switzerland, has comprehensively and fully explored the operational problems and strategic possibilities in the hotels highly competitive market rates. The report mentioned several critical issues that will be discussed later, like insufficient parking, inaccessibility of fitness centre amenities, and lack of exciting room decoration, reduced front desk operation hours, and a full-service restaurant. Therefore, hotel management should consider these as a wellspring of ideas to enhance guest satisfaction since it allows them to be ahead of the competitors in the market. This implies that the main representative area of Hotel Spalentor is its targeted improvement, which is also the topic of the weaknesses and the strengths, such as its excellent location, quality amenities, and superior service culture. The hotel will not be confined to merely improving the guest experience but also attracting new guests by enhancing parking possibilities, making the front desk job longer and collaborating with local food places. Alternative approaches could be, for instance, to use a new interior décor in the hotel rooms and extend the hours for wellness facilities. These improvements in the service are forecasted to build up guest loyalty, occupancy, and revenue, through which the hotel will gain greater revenue and market share, helping it beat the competition.
[bookmark: _GoBack]We appreciate the chance to work with Hotel Spalentor Basel on this project and anticipate a fruitful collaboration. 
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