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[bookmark: _heading=h.gjdgxs]Executive Summary
[bookmark: _heading=h.30j0zll]This consultancy report is in response to emergent service quality matters affecting The Royal Garden Hotel, which is a five-star deluxe hotel in London's Kensington neighbourhood. Previously the hotel was famous for its luxurious rooms and services and its location at the shared border of Kensington Garden. Nevertheless, over the recent past, The Royal Garden has not been able to deliver top-notch services that the door opens to, resulting in a drop in the rating expected from clients. In the ever-progressing industry, where standard hospitality players, along with new-wave boutique brands, are enhancing their standards, the Royal Garden Hotel faces serious issues with inconsistent service delivery and subordinate performances of its employees. Frictional problems raised by guests include delays in replying to their requests, receiving inconsistent services and being treated impersonally contrary to the luxurious policy of the hotel. The following report reviews these challenges and identifies internal and external factors which may hinder service quality enhancement. Based on other commonly used templates like SWOT, TOWS, and PESTLE, the concentration finds out the sources like the lack of staff, poor training, and performance issues. The report then provides the following tactical solutions to pursue the overall service quality enhancement and the hotel's reputation bolstering to increase its guest satisfaction rates and omit all the shortcomings of lodging services in London.
The Royal Garden Hotel is currently facing significant challenges which are threatening its financial viability overall reputation and service quality. Issues such as repetition management customer satisfaction readings service inconsistencies and financial performance have been collectively contributing to the decrease of the reputation of the company as well as its competitive position within the hospitality industry. Since the rise of digital platforms has increased customers have frequently shared reviews, and managing the challenges effectively is very important for the long-term success of the hotel. 
Through the comprehensive analysis issues such as the repetition management issues which have led the company to receive numerous negative reviews online particularly concerning towards delivery of services and responsiveness towards guest complaints have been one of the major issues. Recent service indicated that customer satisfaction ratings of only 65% towards there with many guests high lighting force service experience is a primary concern. On the other hand, inconsistent service delivery across the various departments is also a recurring theme in which feedback simply indicates that the guest has frequently encountered variations in terms of service standards which distracts them from getting their overall experience. Approximately 30% of the guests have noted a lack of staff training as well as awareness regarding operation standards. Thirdly customer satisfaction ratings have significantly decreased from the industry average of 80%. Guests have reported feeling undervalued leading to a decline in repeated visits as well as recommendations. The financial health of the hotel has also been adversely affected by these different issues. In which the occupancy rate has fallen to 70% below the industry benchmark of 85% leading towards a reduction in revenue. Preliminary financial review suggests that operation costs have risen due to the inefficiencies which have contributed to a net profit margin decrease of 10% over the past year.
The data simply indicates a clear correlation between service quality a customer satisfaction which directly impacts the hotel's reputation as well as its financial performance. The low satisfaction ratings simply suggest that guests are likely to choose alternative accommodation, especially within the competitive market where options are abundant. The inconsistent service delivery of the hotels has led to a negative customer experience which has increased shared on social media platforms for the ring amplifying the repetition management and their challenges. Moreover, the planning has highlighted a critical need for staff training as well as sunrise operating procedures. With 30% of guests sighting posts of performance as a major issue, investing in the development of the employee is very important for improving the overall service quality. 
 In summary, the Royal Garden Hotel is in a critical situation right now as it has been facing different challenges which is significantly impacting its service quality financial performance and customer satisfaction. The analysis of the findings simply reviews the urgent need for strategic interventions to enhance the operation efficiency and rebuild the reputation of the Hotel. Implementing comprehensive staff training and standardised operating procedures as well as a robust reputation management strategy will be important in terms of addressing these issues. In addition to this, effective financial management will support the long-term sustainability as well as the profitability of the company. These different recommendations simply aim to foster a culture of excellence within the hotel by improving the guest experiences and ensuring the financial health of the organisation (Wang and Cheung, 2024). By implementing proactive measures, the Royal Garden Hotel can regain its comparative positioning as well as secure a prosperous future within the hospitality industry. 
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[bookmark: _heading=h.1fob9te]Introduction
This report seeks to respond to important facets of service quality at The Royal Garden Hotel, a first-class luxury property situated in Kensington, London. Opened in December 1965, The Royal Garden Hotel now features 394 spacious well-appointed guest rooms of which many offer picturesque views of Kensington Gardens (Royal Garden Hotel, 2024). The hotel is famous for its friendly services, delicious cuisines, beautiful rooms and good strategic position that appeals to tourists and business persons. 
However, The Royal Garden Hotel has recently realised that guest satisfaction ratings are significantly lowering and this called for the evaluation of service delivery practices in the organisation. This would be or is the inconsistency that existed within the service delivery system to the guests. According to a sample of 425 customers surveyed in the United Kingdom in January 2022, customer perception of how the companies have handled their complaints improved in dealing with all forms of complaints than in the previous year. In January 2022 the category reporting an average customer satisfaction score was complaints & problems related to the appropriateness of the goods or services purchased with site business organisations reporting a score of 74.9 out of 100 customers (Tighe, 2024). The main complaints are on staff's response, staff etiquette, and guests' experience. This decline is cutthroat to the competitiveness of the hotel especially within regions where word of mouth and recommendations are more important than ever. These service quality concerns are unlikely to go unaddressed otherwise, it will lead to loss of guest loyalty, increased negative word-of-mouth communication, and market share erosion as more hotels come up in London and redesign their services to meet the customer's emerging preferences.
Elevate Consulting Group is a consultancy firm mainly involved in increasing operational efficiency and customer satisfaction in the hospitality industry. The consultants within our team use quantitative techniques to assess the service deficiencies in the service sector and suggest service solutions in line with our client's requirements. Therefore, using plenty of information and real-life practicable recommendations, we are to help The Royal Garden Hotel build a high level of service so important to maintaining its reputation as a top hotel for visitors. 
In this report, several tools and techniques will be used to analyse the service quality issues in The Royal Garden Hotel, they include the following, PESTEL analysis will compare the political, economic, social, technological, environmental and legal factors affecting the hotel industry. Knowledge of such factors is crucial in recognizing external influential factors that may affect the working environment and guests' satisfaction in a hotel. SWOT analysis will be implemented in this case to assess the internal and external environments of the hotel in regard to its trade strengths, weaknesses, opportunities, and threats. This analysis will assist in targeting value propositions as well as identifying areas of superiority for the hotel including location and popularity while perceiving gaps including training provision for employees and operational reliability. As a continuation of the SWOT analysis, the TOWS matrix will be employed to derive suitable strategies that utilise the existing and potential advantages in exploiting opportunities that the hotel is well-positioned for, and avoiding or lessening the impacts of threats that have uncovered the hotel's existing and heralded weaknesses. This approach will be a long-term vision to work on when it comes to controlling and improving the overall delivery of services and guest satisfaction.

[bookmark: _heading=h.3znysh7]Analysis
The alleged areas of operation at the Royal Garden Hotel present severe risks closely related to service quality which directly impact business strategy and customer welfare. The following has been noted down, each of which was to establish root causes and consequences.
Declining Consumer Satisfaction Ratings
The online complaint review feature shows that a lot has gone wrong for The Royal Garden Hotel given that customer satisfaction ratings have dropped quite over the last year. Reviews sampled from the online platforms are evidence of a significant number of guests complaining about inconsistency and unresponsiveness of services rendered in hotel sectors in the UK. Where the hospitality industry has been confronted with public and easily available customer' feedback (Liu and Richter, 2024). Independent hotels, which once struggled to compete with the brand recognition and marketing power of larger chains, now have access to a powerful tool that is valuable, genuine and almost direct, feedback from the guests.
Causes: A major reason for this decline seems to stem from insufficient training and variability in service standards among the staff. A large number of staff claimed that they do not feel confident about providing the guests with the necessary information, which leads to guests’ dissatisfaction. Moreover, the inability to have the standard operating procedures (SOPs) makes the level of service quality inconsistent since most of the employees are inclined to make decisions independently without referencing the guidelines.
Issues in Reputation Management
This aspect has affected the hotel in the following ways in that it has contributed to the hotel's boosting of a bad reputation in how they dispose of their services to clients. Moreover, the hotels with a lower rank get a lower booking rate compared to those with higher, guest satisfaction scores. Below are some of the negativities when it comes to services these days, much attention has been accorded to sites such as Google and Yelp to which the Royal Garden Hotel is a recent addition to the negative shift in trend.
Causes: This is especially because one of the critical areas that a hotel could have faltered in addressing its guests’ complaints is usually not well covered. Studies reveal that at least 25% of the guests had the feeling that their grievances were dealt with appropriately. This unresponsiveness develops an impression of carelessness and therefore insecurity, this gives the hotel a bad image.
Financial Implications
A negative impact on guests' satisfaction and reputation is also seen in revenues and profits of the hotel (Ali et al., 2021). Self-generated feedback proves that negative feedback impacts the occupancy rates of the facility. These financial challenges are compounded by market competition and the entry of new players introducing new structures and better ways of service delivery than done at Royal Garden Hotel.
Causes: This is not only because occupancy rates are low, but also the increasing infrastructure expenses needed in order to address issues within services. There are consequences when corrections are not made immediately, the hotel's profitability might suffer and this would mean that the financial sustainable development of the hotel is going to be compromised.
Area of Service Quality Concerns
The service quality issues are complex and they reach out beyond guest satisfaction experiences affecting the organisational structure and functioning of the hotel (Nunkoo et al., 2020). Internally there is dissatisfaction that the staff morale is low, many of the staff cited in their surveys that they were not trained and were not supported. Externally, the hotel faces challenges in brand image as more people are likely to speak ill of the organisation as word-col broadcast widely in the social media.
Causes: This simply means that there is a poor or no well-thought-out employee engagement plan, which in turn leads to very high turnover, thus affecting positive staff retention, continuity of service delivery and staff knowledge wealth.
PESTLE
PESTLE analysis is a strategic tool used by organisations to analyse external environments and strategic management by focusing on Political, Economic, Social, Technological, Environmental, and Legal factors (Çitilci and Akbalık, 2020). Since these areas outline these factors, it assists in the formulation of strategies when making business decisions in diverse markets.
Political: Altered visa regulations after Brexit impacted hospitality people as lack of stiff competition reduces the available empowerment. It has led to problems in staff recruitment for hotels like The Royal Garden, in the UK, which usually hire people of diverse origins.
Economic: Inflation, the costs involved in acquiring the items and services which the hotel sells are also raised hence affecting its operating costs. There are also rising costs in energy and supply for the upscale hospitality business, The Royal Garden, this puts pressure on management to maintain quality standards despite these hurdles any scarcity of the vital input can soon bring a compromise in the quality of services at the given establishment. The major external threats are increased pressure to achieve high standards of performance while at the same time observing costs thus making it dreadfully difficult to achieve high standards of service delivery in cases where resources are a rarity.
Social: Shifts in consumer preferences and preferences to loyalty and engagement are gaining significance not only from a social, but especially from a luxury perspective.markets. Stakeholders respond to guests’ comments, and hence the hotel must consistently provide the best services to ensure it does not harm its brand image.
Technological: Many competitors in the industry are choosing to employ technological tools in guest management and other personalised service deliveries. The Royal Garden is behind this concept especially in the implementation of Customer Relationship Management systems, which does not enable the organisation to deliver current standards in hospitality requiring personalization for guests.
Legal: Health and Safety Regulations continue to be important more so with the emergence of the COVID 19 pandemic. This approach and implementation helps in developing trust with various guests, yet it also enhances the level of operational rigidity and expense.
Environmental: Travellers value sustainability more and more. Some green activities are carried out at the Royal Garden but there is potential to extend these practices to attract more nature lovers.
SWOT
SWOT stands for Strength, Weakness, Opportunity, and Threats, and is a way of evaluating an organisation's capabilities and the environment it faces. Strengths and weaknesses are internal while opportunities and threats are external factors. The framework of SWOT assists a business in understanding the concept of competitive positioning, the areas that need to be improved, and strategies that can be used effectively to capitalise on strengths and manage the challenges (Lohrke et al., 2022).
	Strengths
	Weaknesses

	· Location is one of the main strengths as it is Located in Kensington which provides easy access to landmarks as well as ensuring high-profile customers patronise the firm.
· The hotel is associated with luxury hotels and executive services in strategic locations all over London.
· Hotel restaurants are well patronised by the guests and the members of the public therefore generating good revenues from the two fronts. 
· Food and beverage services and the hotel’s rooms are well-sized and many of them have views of Kensington Gardens thus creating value for the guests.
	· Inconsistent Service Quality, where the modern problems with the quality of services affect the consumer’s decision and create complaints.
· Staff Turnover and Training Gaps where the consequent erosion of the working environment brings issues such as high turnover causing inconsistency and poor training leading to poor service delivery and guest interaction.
· Neglected CRM as well as digital tools curtail the level of customization and effectiveness of the guest services.
· Reputation Management and the lack of proper response to the guest's feedback which results in bad reputation built up by complaints on the internet.

	Opportunities
	Threats

	· There are openings for growth if the service standard is enhanced as more people demand luxury facilities to stay.
· Hasty expansion of environmentally sustainable actions can attract clients who are environmentally sensitive. 
· Adoption of sophisticated CRM mechanisms may increase adaptability in services provided and organisational activity.  
· Local attractions could be incorporated to make guests have even more fun in collaborating with them.
	· Intense competition where the level of competition in the London hotel market is relatively high.
· The inflation together with the experience of the economic downturn might influence the expenditure on luxury travel.  
· Limitations in hiring talent include, compounded by further restrictions on labour mobility following Brexit and general staff shortages across the industries. 
· The increasing needs for one-stop solutions mean that the process can never be perfect and always needs refining.


[bookmark: _heading=h.2et92p0]SWOT analysis of The Royal Garden Hotel
(Source: Created by the learner)
[bookmark: _heading=h.tyjcwt]TOWS Analysis 
Based on the overall analysis presented in the above discussion the following TOWS framework will be helping as a strategic tool to synthesise the findings from the above analysis. This dream work will help develop different actionable strategies by leveraging friends and opportunities while addressing the threats and weaknesses. The following t o w strategies will be crafted to improve the service quality at The Royal Grand Hotel:
SO strategies (Strengths and Opportunities)
The prime location and the luxury repetition of the hotel in Kensington provide a strong platform to attract as well as written guess if the service quality is enhanced. By simply emphasising quality improvements in marketing materials as well as guest interaction the hotel can easily leverage its location and luxury brand to stand out from the competitors. Since the consumers are being very environmentally aware enhancing different eco-friendly initiatives like base reduction or energy efficiency can simply help in attracting eco-conscious guests. Also, embracing green practices like sustainable resourcing within the restaurants can help elevate The appeal of the hotel towards sustainability-minded travellers while aligning with the experience of luxury. 
ST Strategies (Strengths and Threats)
The hotel should be prioritising its workforce stability by simply investing in comprehensive training as well as retention initiatives. This can simply contract the different challenges of limited hiring options since post-BREXIT and improve the service consistency which is essential for the luxury repetition maintenance. As the competitors adopt advanced technology, The Royal Garden Hotel can also leverage its brand to implement a sophisticated customer relationship management system. This technology will simply help in personalising the experience of the guest and retaining customer loyalty by creating an advantage over the new players within the market. 
WO Strategies (Weakness and Opportunities) 
To address the gaps in training it is very important to achieve the service standard which is expected from the company by the luxury guest. Offering robust training programs as well as clear standard operating procedures can simply act as a bridge to the skill gap ensuring the staff are well acute in order to meet the needs of the guests and improve the overall satisfaction. By investing in reputation management tools as well as digital engagement platforms the hotel can address the complaints of guests promptly as well as professionally. This approach not only helps in improving the overall customer satisfaction but also helps in building brand loyalty allowing the hotel to capture more of the luxury market segment. 
WT Strategies (Weakness and Threats)
By simply addressing don't over the company can easily maintain service consistency which is very essential within the hospitality industry. Enhancing the workplace culture with the help of employee recognition programs different career growth opportunities as well as initiative can help in improving the retention day by mitigating the different challenges of high turnover as well as training inefficiencies. Due to the economic challenges and the rising operation cost saving strategies can help in including energy efficient practices as well as partnerships with the local suppliers to minimise the cost. This approach will be helpful to the hotel to be safe and profitable without compromising the quality of the services. 
By implementing these different TOWS strategies, The Royal Garden Hotel can easily relay its resources by managing the external threat and taking advantage of the opportunities to sustain its service excellence ultimately restoring its repetition as well as competitive standard within the London luxury hotel market. 
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[bookmark: _heading=h.1t3h5sf]Recommendations and Change Management
Based on the above analysis it has been identified that the overall financial performance, service quality and reputation of the Royal Garden Hotel is facing major complexities due to several factors which are reputation management issues, service quality issues, customer satisfaction rating and financial implications. Therefore, in order to overcome these challenges and contribute towards the long-term success of the Royal Garden Hotel some recommendations are provided below along with Change management practices. 
Training and Development Workshop for Staff
Objective: The main objective behind offering training and development workshops for staff is to enhance their confidence level and improve the overall quality of the services while ensuring all the employees are capable of fulfilling the needs and demands of the guests successfully. 
Implementation: At first it is important to create a comprehensive training and development programme that involves modules on operational processes, customer service excellence, brand values of the hotel and complaint resolution techniques.  It should mainly focus on enhancing the problem-solving, empathy and communication abilities of the employees which will allow them to perform effectively in different scenarios. Offering training to the employees on particular SOPs for their job roles will help them understand the significance of adherence and consistency in increasing their standards. Even the management should focus on offering training workshops that focus on increasing the Awareness of the staff regarding diverse cultures and traditions which will help to enhance the overall customer service experience of the international guest.  Furthermore, it is essential all the new hires go through an extensive onboarding program which will allow them to gain knowledge regarding the operational standards and service philosophy of the Royal Garden Hotel. Utilising practical evaluation and quiz sessions after the training and development workshop will allow them to gather feedback from the participants for identifying any areas of improvement which will allow them to progress towards continuous improvement in terms of offering training and development workshops to the staff (Mehale et al., 2021).
Change Management: In order to ensure successful execution of the training and development workshop initiative for staff it is important to ensure a continuous flow of information to articulate the main rationale behind it. Focusing on the benefit of their own career growth and also increasing the overall satisfaction of the guests. Even involving the staff during the development of the training content by asking their thoughts and opinions regarding the common challenges faced by them (Karunarathna et al., 2024). It helps to develop a sense of accountability and ownership among them while making the training workshop more effective and relevant. 
Success Measurement: Utilising constructive feedback and post-stay surveys to ensure continuous improvement in the overall satisfaction of the guest which is related to increasing the quality of the services. Comparing both the scores before and after the execution of the training initiative will help to evaluate its effectiveness. 
Standard Operating Procedures
Objective: The main objective behind this recommendation is to enhance the standards and consistency within the service delivery quality across all the departments of the Royal Garden Hotel.
Implementation: In order to ensure effective implementation of the recommendation it is important to ensure collaboration among different heads of the department for developing a comprehensive standard operating procedure for all the main areas of   Hotel operations such as food and beverage service, front desk, maintenance and housekeeping. Furthermore, ensuring all the standard operation procedures are easily accessible and written clearly by utilising checklists and flowcharts to allow everyone to understand easily. Distributing the standard operating procedure manual to all the employees and offering them specific training sessions which are mainly focused on the significance of those procedures and practices for increasing the overall quality of the delivery services (Javaid et al., 2021). However, the management needs to conduct a reviewing and updating procedure once every 6 months to identify any areas of improvement and increase its effectiveness. 
Change Management: To ensure successful execution of the recommendation the management needs to conduct a workshop for introducing the standard operating procedure to the Employees to allow them to clear the doubts and queries by discussing the ways those procedures can be applied within their job roles. Even developing a well-structured system for the employees to offer them constructive effect on the Standard operating procedure will allow them to ensure continuous refinement (Radcliffe, et al., 2024). 
Success Measurement: Conducting audits regularly will help to assess the effectiveness and adherence to the standard operating procedure across all the departments. Even offering coaching and feedback on the areas of improvement will help to track their progress towards successful execution. Even analysing the ratings given by the guest based on their overall satisfaction will help to evaluate the correlation between the service quality and the others of the standard operating procedures. 
Effective Reputation Management Strategy
Objectives: The main objective behind this recommendation is to increase the reputation of the Royal Garden Hotel while ensuring all the queries and feedback of the guests are effectively and promptly resolved.
Implementation: The management needs to develop a standardised and structured protocol for responding to the issues, queries and feedback of the customers online while ensuring professionalism and timeliness. Even creating guidelines on the ways to respond to negative and positive feedback while focusing on ensuring positive gratitude resolving the concerns of the customers in a very constructive manner. Building a team that will be responsible for responding and resolving the queries and issues of the customers to increase the overall reputation of the hotel while enhancing its online presence (Ciasullo et al., 2021). The management can also increase their online presence by engaging with the customers directly through their social platforms like Instagram and Facebook as it will allow them to share updates regarding improvements,  guest stories and special events to foster a positive community. 
Change Management: In order to ensure effective execution of the recommendation the management can offer training sessions to the Employees which are mainly focused on increasing their awareness regarding beneficial techniques of effective online communication while focusing on the significance of strategic reputation management. Even developing a collaborative and positive environment where all the employees are encouraged to share their personal opinions and experiences will help to enhance the overall reputation of the  Royal Garden Hotel (Roberson and Perry, 2022). 
Success Measurement: In order to track the effectiveness of the recommendation the management can conduct online surveys or polls where they can ask questions regarding the queries and issues of the customers.  Based on the feedback pattern of the customers, the success can be evaluated. Even analysing the Occupancy Trends and booking rates will help to measure the overall effect of enhanced reputation management. 
Cost Control and Financial Management
Objective: The main objective behind this recommendation is to eliminate the financial process by decreasing the occupancy rate while improving the overall profitability percentage. 
Implementation: The management needs to focus on adjusting and reviewing the pricing model to stay competitive in the market while maintaining the luxury image of the Royal Garden Hotel.  Furthermore, conducting market analysis on a regular basis will help to understand the pricing trends within the hospitality industry while adjusting the rates based on that. Even utilising a thorough review procedure for analysing the operational cost-effectively while focusing on certain areas where it is important to eliminate extra costs without reducing the overall quality of the services (Kumar et al., 2021). 
Change Management: In order to ensure the successful execution of the recommendation the management can involve all the heads of the department in the discussion regarding financial adjustment to develop a sense of commitment and ownership which will contribute toward positive financial health. 
Success Measurement: The management can track the main financial metrics on a regular basis such as average daily rates, revenue per available hotel room and Occupancy rates. Even developing detailed and structured reports on cost saving while comparing it with the financial performance of the previous year for tracking the progress and evaluating the overall effectiveness of the recommendation.
Potential Benefit of the Recommendations 
The successful execution of the above-mentioned recommendations for the Royal Garden Hotel will help to offer potential benefits which will help to increase operational efficiency while enhancing the overall experience of both the guests and the employees. Some of the potential benefits are mentioned below: 
Enhanced customer satisfaction: By investing a good amount of time and money in offering training and development workshops to the staff while ensuring clear standard operating procedures, the Royal Garden Hotel can improve its overall quality of services. A well-designed training and development program will allow the employees to meet the evolving needs and demands of the guests while ensuring a culture of excellence within the workplace.  As a result, it will lead towards receiving positive reviews and feedback while encouraging the guest to utilise the services of the hotel again and again. Enhanced satisfaction of the customer will help to get more positive reviews and high ratings on different platforms which will be beneficial for attracting more guests. 
Improved Reputation Management: Utilising a strategic approach towards the reputation management of the Royal Garden Hotel will help to respond to the queries and issues of the guests effectively specifically in different online platforms when the clients research their queries and Accommodation often. Resolving those conscience and issues of the guest effectively and promptly while focusing on offering a positive experience can help to progress towards long-term and strong online presence. 
Enhanced Engagement and Retention Level of the Employees: Utilising effective employee engagement strategies which are mainly focused on feedback and recognition will allow to enhance the overall job satisfaction and morale of the employees. This will help to make the employees feel more supported and valued which will lead towards decreasing overall turnover rates. Moreover, decreasing the turnover rate will help to enhance the overall experience of the workplace while increasing the operational efficiency and the quality of the services contributing towards the development of a positive environment within the hotel. 
Financial Growth and Stability: Implementing a dynamic pricing strategy while performing financial reviews on a regular basis will help to improve the overall revenue management of the Royal Garden Hotel. Incorporating cost control measures and responding to the market conditions effectively by adjusting the pricing will help to increase the overall profit percentage of the Hotel while staying consistent with their service quality.  Maintaining good financial health is very important for progressing towards long term sustainability which will ensure the utilisation of advanced technology and the development of attractive infrastructure in the future. 
Cost Associated with the Above-Mentioned Recommendations
Executing the above-mentioned recommendations for the Royal Garden Hotel requires a good amount of finance as it will contribute towards accomplishing long term goals and ensuring improvement within the operational efficiency and quality of the services.
Training and Development Workshop for Staff: The overall cost which has been estimated is 50000 per year for the training and development workshop of the staff. This cost mainly involves hiring consultants and external Trainer for conducting the workshop while buying a subscription of an online platform which will allow them to offer training to the staff. Even the cost of other online resources and manuals are also included.
Standard Operating Procedures: The overall cost which has been estimated is 15000 per year. This cost mainly involves producing and distributing standard operating procedure manuals to all the employees to ensure accessibility.  Even creating detailed standard operating procedures requires a good amount of money. 
Effective Reputation Management Strategy: The overall cost which has been estimated is 20000 per year.  This cost mainly involves recruiting a social media manager to manage all the social media engagement and enhancing the reputation of the company through an online platform. Even buying a subscription to the reputation management software.
Cost Control and Financial Management: The overall cost is minimal for this recommendation as it does not require any resources or materials but it requires effective Financial Management strategies for analysing and adjusting the expenses and budget of the operations.
The total cost which has been estimated is 75000 pounds annually which will help to enhance the reputation of the brand while increasing the satisfaction of guests and the financial performance.  This will help the Royal Garden Hotel to progress towards improving competitive positioning and sustainable growth within the hospitality industry. 
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	Number 
	Problem 
	Solution 
	Desired Outcome 
	Time Scale 
	Completion date 
	Budget 

	1.
	Service Quality and Staff Skills 
	To enhance is always quality and staff skills the company must implement comprehensive training and workshops on customer service as ops and brand values. This strategy will help the company in providing the required skills and development for the staff which will help in ensuring that the service quality is being provided as per the needs of the customers (Ali et al., 2021). 

	Implementing this strategy will simply help the company enhance the overall service quality and customer satisfaction leading the company to gain customer satisfaction and overall leading towards positive reviews. 
 
	6 Months 
	31st May 2025 
	£50,000

	2.
	Inconsistent service Delivery 
	The problem of inconsistent service delivery can be mitigated by developing and distributing SOP’s for All the departments as well as conducting regular audits as well as feedback sessions. This will easily help the company identify the issues within the workforce and help in developing effective strategies to mitigate them as well as provide consistent service delivery (Came, 2023).

	Implementing this strategy will help in improving the overall operation consistency across the different departments of the company

	4 months 
	31st March 2025
	£15,000

	3.
	Reputation Management issues 
	Repetition management issues can be addressed by establishing a team as well as protocols for the different online repetition management systems by engaging actively on social media. This strategy will help the company in being able to connect to the customers online effectively address the feedback and ensure better connectivity with the customers (Şirzad, 2022).  
	Implementation of the strategy will help in enhancing online engagement and improve the overall brand image of the company. 
	5 months 
	31st April 2025
	£20,000

	4. 
	Financial Insufficiencies 
	In order to solve the issue of financial efficiencies the company cancelled the review as well as adjust the overall pricing strategy based on the market trends and optimising the overall operation costs. Implementing this strategy will simply have the company ensure that the budget and the financial management the effective so that the company can work cost-effectively (Yvanovich, 2023).
	Implementing this strategy will simply help in improving the overall profitability as well as the cost efficiency of the company. 
	Ongoing 
	
	Minimum 


TOWS analysis of The Royal Garden Hotel
(Source: Created by the learner)
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This overall action plan is targeted upon the service quality brand reputation as well as the financial performance of the company which simply supposes the long-term growth as well as the competitive positioning of The Royal Grand Hotel. 
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[bookmark: _heading=h.lnxbz9]Conclusion
In conclusion, the overall analysis of The Royal Garden Hotel simply suggests that there are several significant challenges which are impacting its financial performance overall repetition and service quality. The key finding simply highlights the urgent need for comprehensive training as well as a development programme for the staff to establish enhanced operating procedures and the implementation of an effective reputation management strategy as well as the introduction of robust management of financial practices. Each of these different recommendations simply aims to enhance the overall operation efficiency of the hotel improving customer satisfaction which will ultimately contribute towards the long-term success of the company towards the competitive hospitality industry. The proposed training workshop will equip the staff with their essential skills as well as knowledge which are important to meet the diverse needs of the guests, fostering a culture of service excellence. By focusing on the customer surface complaint resolution and operation of procedures the hotel can significantly improve the service quality and enhance the guest experience. Overall implementation of different standardised operating procedures across All the departments within the company will help in ensuring consistency towards service helping the company to mitigate the issues of consistency which has been identified in the report. 
In addition to this, the development of a structure which will support a reputation management strategy will help the company to proactively engage with the guests addressing the feedback promptly and cultivating a positive online presence. This initiative is important for improving the overall reputation of the hotel especially within the era where customer reviews as well as social media encouragement play an important role in influencing the decision-making of potential guests. In terms of financial management strategies which include regular market analysis as well as pricing adjustments will help the company to simply allow the hotel to optimise the overall revenue while maintaining its luxury image. This can be done by simply identifying the different areas where cost reduction is necessary without compromising the service quality the hotel can improve its profitability as well as ensure its long-term financial stability by implementing this strategy Overall the successful execution of these different recommendations is expected to leave the company towards enhancing the customer satisfaction improving employ engagement and standing the reputation for the Royal Garden Hotel. The collaboration strategy on this project has been very valuable and indeed grateful for the opportunity to provide recommendations which can drive the future success of the hotel. 
Overall, the successful execution of these different recommendations is expected to lead the company towards enhancing customer satisfaction improving employee engagement and maintaining the reputation of the Royal Garden Hotel. The collaboration strategy on this project has been very valuable and indeed grateful for the opportunity to provide recommendations and insights which can drive the future success of the hotel. 
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