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[bookmark: _Toc149762085]Executive Summary
Since its opening in 1992, the Destiny Palms Hotel in Kissimmee, Florida, has become a symbol of luxury and sophistication. The hotel's timeless allure stems from its superior architecture, opulent decor, and distinctive mansard roof. The hotel has a high reputation and a long history, yet it still has numerous issues that need fixing. The Destiny Palms Hotel enjoys a prime location, not far from a wide variety of must-see landmarks. The hotel's accessibility to Walt Disney World Resort, as well as Universal Studios Florida, SeaWorld Orlando, and Orlando International Airport, makes it a convenient base from which to explore the Orlando area. There is a free shuttle service allowed by the hotel to and from the Walt Disney World Resort. There is a bar in the hotel where guests may unwind with a drink after a day at the attractions.
Destiny Palms Hotel has hired the Bowden Group because they are experts at fixing hotels and making guests happy. The hotel's service, cleanliness, expense, quality of cuisine, and ability to deliver to guest rooms have all been criticised, despite the hotel's fame and impressiveness. The Bowden Group is dedicated to solving the issues at hand and will devote its whole focus to doing so. The Destiny Palms Hotel may gain knowledge, connections, and marketing tools from working with The Bowden Group.
The Bowden Group will analyse the Destiny Palms Hotel's issues using a variety of methods to determine their root causes and propose viable solutions. The PESTEL analysis considers factors beyond the hotel's control, such as political climate, economic climate, demographic trends, technological trends, environmental trends, and legal regulations. The Destiny Palms Hotel can adapt to new styles, play by the rules, and make good decisions moving forward if its staff has this information. 
The SWOT analysis considers the hotel's strengths and weaknesses, as well as any external opportunities and threats it may face. Using the results of this analysis, the Destiny Palms Hotel may better understand its strengths, areas for improvement, and potential for expansion and disruption. More travellers can be attracted to the Destiny Palms Hotel. A hotel that is convenient to their destination, well-known and luxurious, and well-regarded will enhance their stay. A hotel's success depends on its attentiveness to guests' demands, its cleanliness, and the quality of its room service. 
After extensive investigation, The Bowden Group identified the following tasks that required to be done:
· Locating areas in need of repair and making necessary upgrades such as pipe installation and cosmetic refurbishment.
· Detect all malfunctioning infrastructure and repair it.
· Find the busiest lifts.
· All rooms are properly insulated, and there are two panes of glass.
· Staff should be taught to rapidly dust, mop, and make rooms.
· The language barrier can be solved by employing bilingual front desk staff.
· They've expanded the menu with more items.
· Reduce wait times and ensure timely meal delivery.

Each step taken to address the problems has its roots in feedback obtained from various online review platforms and other sources, as well as in external and internal audits.
Below is a figure of the action plan outlining the issues, the proposed solutions, the expected benefits, the time frame for implementing the plan, and the estimated financial outlay:
	No.
	Problem
	Solution
	Desired Outcome
	Estimated Time Frame
	Date of Completion
	Est.
Budget

	01
	Modernisation of Hotel
	Locating areas in need of repair and making necessary upgrades such as pipe installation and cosmetic refurbishment
	Visitors' opinions are very favourable
	3 months
	03/11/2023
		£200,000 




	02
	Faulty utilities
	Fix any faulty utilities that have been identified
	Reports from satisfied customers
	10 Days
	03/11/2023
	£30,000 


	03
	Lifts
	Find out which lifts are busier
	This aids visitors' navigation within the property
	1 month
	03/11/2023
	£15,000 


	04.
	Outside noise
	All rooms are properly insulated, and there are two panes of glass.
	Maintains tranquillity within the hotel
	4 months
	03/11/2023
	£550,000 


	05
	Extended line in front of the counter
	Instruct workers on how to swiftly sweep and create rooms
	In and out times for guests are not affected
	1 month
	03/11/2023
	£20,000 


	06. 
	Conversation with visitors
	Recruiting bilingual front desk staff can help with communication issues
	Guests won't have to struggle to find the information they need.
	1 month
	03/11/2023
	£30,000 


	07.
	Lack of variety on restaurant menus
	Menu items need to be expanded
	Adapts to the preferences of individual guests
	1 month
	03/11/2023
	£65,000 


	08.
	Delay in Service
	Process quicker and get food delivered on schedule
	Betters the experience for the guest
	1 time 
	03/11/2023
	£65,000 


	09.
	Employee scarcity
	Recruit workers
	Better care for guests is possible.
	1 month
	03/11/2023
	£30,000 


	10.
	Staff Migration
	 Making them feel valued and appreciated by paying them well, providing them with decent perks, and creating a pleasant work environment.
	Productivity gains in the workplace lead to happier customers.
	1 month 
	03/11/2023
	£60,000 




Using the PESTEL and SWOT analyses, The Bowden Group is confident that they can restore the fortunes of the Destiny Palms Hotel. The Destiny Palms Hotel can maintain its long-term success in the face of intense competition from other hotels by focusing on the needs of its customers and seizing opportunities when they arise. 

[bookmark: _Toc149762086]Introduction
The report consists of the necessity for the Destiny Palms Hotel to increase its customer service to sustain its position as a leader in the hotel sector. One specific problem with customer service that Destiny Palms Hotel is experiencing is the lack of response to consumer complaints (Ngwenya, 2021). Some guests have complained that they were unable to contact hotel management and that their issues were only quickly resolved. For instance, one guest complained about the condition of their lodging during their stay. The visitor called the front desk several times to seek a cleaning service, but each time their request was ignored. The guest was eventually left on their own to clean up the area.  Another guest bemoaned the problem with their air conditioner. To request maintenance, the visitors called the front desk, but the technician didn't arrive until the following day. By that time, the visitor had already checked out of the hotel. The Destiny Palms Hotel may run into a lot of problems if it takes too long to address client complaints (Padden, 2023). First, it could lead to negative visitor comments. Second, it can damage the reputation of the hotel and turn away future guests. Thirdly, the hotel can experience a loss of revenue. The elegant Destiny Palms Hotel has welcoming lodgings, a pool outside, free WiFi, and breakfast every morning. It is located at 8536 W Irlo Bronson Memorial Hwy, Kissimmee, FL 34747, USA, less than a mile from the main entrance to the Walt Disney World Resort Area. The Destiny Palms Hotel has compact, clean, and comfortable rooms. They have a flat-screen TV, refrigerator, microwave, and coffee maker. The motel also has a vending machine, laundry facilities, and an elevator. Although some visitors have voiced complaints about the Destiny Palms Hotel's customer service, the establishment is making improvements. The hotel is aiming to make its staff more helpful and amiable and to cut down on front desk wait times. It is also examining its invoicing procedures to guarantee accuracy and enhance customer service. The Bowden Group, a hospitality consulting and mentoring firm, focuses on assisting proprietors and managers of hospitality businesses in raising productivity and profitability. James Bowden, a seasoned veteran of the hotel sector with more than 30 years of expertise, started the business in 2019. Working with The Bowden Group has resulted in significant increases in performance and profitability for its clients (Chartier et al., 2021). The organisation has a demonstrated track record of success. One client, for instance, said that working with The Bowden Group resulted in a 20% boost in revenue within the first year. Although The Bowden Group has its main office in England's Buckinghamshire, its services clients throughout the UK. A group of competent and skilled consultants who are passionate about assisting hospitality businesses in their success makes up the organisation. Three frameworks—PESTEL, SWOT, and TOWS—can be utilised in this study to evaluate the environment of The Destiny Palms Hotel and generate winning strategies. Political, Economic, Social, Technological, Environmental, and Legal elements are referred to as PESTEL. The performance and operations of the Destiny Palms Hotel may be significantly influenced by several variables (May 2022). For instance, alterations in customer behaviour may affect the demand for the hotel's services while new government rules may have an impact on the costs. Strengths, Weaknesses, Opportunities, and Threats are all referred to as SWOT. The Destiny Palms Hotel's internal and external influences are evaluated using this framework (Kapp and Defelice, 2019). Opportunities and threats are external elements, but strengths and weaknesses are internal ones. For instance, the solid brand reputation and the devoted visitors of the Destiny Palms Hotel may be among its strengths. 
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[bookmark: _Toc149762088]Brief Background of the Hotel
The Destiny Palms Hotel in Kissimmee, Florida, is a low-cost option that's conveniently close to Disney World. Its informal accommodations, outdoor pool, and free Wi-Fi make it a good option for families and budget-minded vacationers. Rooms range from modest to family-friendly to luxurious suites at this hotel. Additionally, guests can take advantage of the hotel's laundry service, business centre, and fitness centre. The Destiny Palms Hotel provides a complimentary continental breakfast to all of its guests every morning (Levine, 2023). The hotel also features a restaurant open for lunch and dinner, with traditional American fare. The Destiny Palms Hotel enjoys a prime location, not far from a wide variety of must-see landmarks. 

Facilities:
· A state-of-the-art fitness centre with first-class facilities.
· The luxurious Destiny Palms Hotel features a spa and wellness centre (Orleni, 2022). Massages and other relaxing treatments are available.
· Concierge service assists clients in arranging transportation, making theatre reservations, and planning other activities in the area.

Room Attributes
· The rooms at the Destiny Palms Hotel are luxurious and appointed with high-quality furnishings that are sure to wow any visitor (Mount, 2021).
· Guests can get a good night's rest on beds outfitted with high-quality mattresses, luxurious linens, and a selection of pillows.
· There are high-end televisions, stereo systems, and lightning-fast internet access in each room.
· Beautiful marble fixtures, fragrant soap, and spacious showers and tubs can be found in each room at the hotel.
Considerations for Safety
· The Destiny Palms Hotel employs round-the-clock security personnel to ensure the safety and comfort of its guests (Lea, 2020).
· To ensure the safety of its guests, the hotel has installed surveillance cameras in public areas.

Service to Clients
· The employees at The Destiny Palms Hotel are renowned for the high quality of service they provide to every one of its guests (Safi and Maurey, 2023).
· The hotel's employees put in a lot of effort to ensure that each visitor has a pleasant stay.

The Destiny Palms Hotel is a high-end establishment, yet it does experience issues and welcomes guest feedback. In customer reviews, a few faults or issues have been raised.
· Customers have stated that staff don't always provide adequate assistance, pay attention to their needs, and resolve issues effectively (Bowen et al., 2019).
· Some diners at the Destiny Palms Hotel feel the establishment overcharges for its food.
· The food delivery service has been criticised by some guests for several issues, including long wait times, incorrect orders, and a lack of variety.


[bookmark: _Toc149762089]PESTEL Analysis
The Destiny Palms Hotel can benefit from conducting a PESTEL analysis since it will help them identify and manage external factors that could hinder their success (Parks, 2020). The Destiny Palms Hotel takes into account economics, social norms, technological advances, environmental factors, and statutory mandates while making decisions.
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It may report consumer preferences, adapt to market demands, and acquire and use new technological knowledge. Applying the PESTEL framework Destiny Palms Hotel takes a comprehensive view of all potential issues, adheres to all regulations, and is prepared for the unexpected (Bomani, 2023). In general, it aids the hotel in remaining competitive, satisfying the needs of its customers, and making well-informed decisions for its future growth.  

	Environmental Factors

	Political
	· When it comes to labour, safety, security, and sustainability, the Destiny Palms Hotel abides by all applicable laws and regulations (Damuri et al., 2019). Hotels can prevent fines and damage to their reputation by following the rules.
· The Destiny Palms Hotel benefits when the political situation is stable, but when it is unstable, fewer people visit the area (Hu et al., 2020).
· Government aid and incentives should be sought for tourism, development, and long-term viability. Encouragement of green behaviours, local growth, and cultural travel are all possible outcomes of such initiatives.

	Economic
	· The term "economic conditions" is used to describe the current situation of the economy (Munger, 2020). This includes the amount of money being spent by consumers and the amount of goods being produced by enterprises. Potential guests' ability to afford luxurious accommodations may depend on the amount of their household income.

	Social
	· Recognising and respecting the wide range of guest cultural backgrounds and individual tastes. 
· Adapting to modern lifestyles, such as eating well, reducing one's carbon footprint, and seeking out exciting new destinations on vacation.

	Technological
	· The Destiny Palms Hotel must adopt cutting-edge tools for the hospitality industry (Wilson, 2023). Online booking, mobile apps, and self-check-in/out are examples of cutting-edge technologies that can improve the visitor experience and streamline business processes. 
· The Hotel needs to enhance its online visibility by updating its website, social media accounts, and review system (Wang et al., 2020). 
· Hotels must provide modern guests with Wi-Fi access in all guest rooms, public areas, and meeting rooms (Morosan, 2022).

	Environmental
	· Doing things that are good for the planet, including recycling and cutting down on energy use. 
· Identifying and mitigating the risks that a changing climate poses to the hospitality industry, such as extreme weather and rising sea levels.

	Legal
	· The Destiny Palms Hotel places a premium on adhering to all applicable labour rules (Mills, 2023). This includes complying with laws on salaries, hours worked, benefits, and safety. "Compliance ensures an enjoyable workplace and avoids legal issues for the hotel." 
· The Destiny Palms Hotel needs to safeguard its proprietary information (Sachs, 2022). Trademark company's logos, designs, and offerings to stop the competition from using them without its permission. 
· When it comes to guests' personal information, the hotel must follow national and international privacy and data protection regulations. Data must be protected, consent must be obtained, and storage and sharing policies must be followed (Atlam and Wills, 2020). 
· The hotel's safety and that of its employees and guests are paramount. Prevent fires, conduct regular inspections, and serve only safe food at all times.



The Destiny Palms Hotel was the subject of a PESTEL analysis, which revealed key factors influencing the hotel's operations. There are laws that the hotel must follow on how it treats its employees, guest security, and environmental preservation (Ahmed et al., 2021). Problems and the potential loss of customers result from failure to comply. Stability is essential for luring vacationers. A hotel's revenue and occupancy rate may be affected by a shift in tax policies or international ties. The availability of funds affects vacation plans and spending.
The Destiny Palms Hotel must be aware of and respect the fact that its clientele comes from a variety of cultural backgrounds and has a wide range of preferences (Langton et al., 2020). Staying current with social trends is essential for customer satisfaction. One example is the growing interest in health and wellness, environmental protection, and exotic vacation destinations. 
Guests will appreciate the hotel more and have more time in their day if they take advantage of modern conveniences like internet booking and smartphone apps (Bisoi, Roy, and Samal, 2020). This will contribute to the hotel's overall efficiency. Keeping up with the competition and safeguarding your guests' personal information requires a reliable website, fast internet, and tight security.
The Hotel needs to implement environmentally beneficial measures, such as recycling and composting, to show that it cares about the local community and the environment. The hotel needs to treat its employees fairly, be careful with contracts, safeguard its ideas, and ensure the privacy of its guests' personal information. Guests and employees alike will feel more at ease if basic precautions are taken to ensure their safety, such as implementing effective fire and food safety measures. The Destiny Palms Hotel can meet the needs of its customers, maintain compliance with industry standards, and remain competitive by analysing and responding to the PESTEL elements that affect the hotel sector (Lenox, 2023).
[bookmark: _Toc149762090]SWOT Analysis
The Destiny Palms Hotel uses SWOT analysis to take an assessment of its strengths, weaknesses, opportunities, and threats. This helps the hotel assess its performance and enhance its offerings. The impact of non-internal elements on their achievement can then be acknowledged. It can attract more guests by capitalising on its excellent reputation and convenient location (Khin, Chun and Seong, 2019). Hotels may improve their services by addressing issues like poor customer service and outdated technology. As a result, the hotel as a whole will improve. The Destiny Palms Hotel can fortify its resilience and ensure its continued success by anticipating and preparing for potential threats such as intense competition in the market for its services or a weak economy.
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By analysing its strengths, weaknesses, opportunities, and threats using the SWOT framework, the Destiny Palms Hotel can make more informed decisions.
	Strengths
	Weakness

	· The Destiny Palms Hotel is conveniently located near the airport and within driving distance of several of Orlando's most popular attractions (Lallani, 2023). Tourists and businesspeople alike will appreciate its proximity to the area's many sights, sounds, and businesses.
· Luxury accommodations, gourmet cuisine, relaxing spa services, and private event spaces are just some of the highlights of a stay at the Destiny Palms Hotel. These features contribute to the luxurious atmosphere that visitors enjoy. 
· The Destiny Palms Hotel provides a variety of services, including a concierge, valet parking, customised itineraries, and event coordination (Frailey, 2020). The services are personalised for each customer. 
	· The Destiny Palms Hotel has received numerous negative reviews due to poor customer service (Lewis, 2021). To provide a better experience for guests, service must be improved. 
· Guests greatly appreciate prompt and reliable room service. They may have a better time if operations are improved.

	Opportunity
	Threats

	· To increase its revenue, the Destiny Palms Hotel should broaden its customer base. It can expand its customer base by appealing to a wider range of people, such as international tourists or millennials, using well-targeted marketing campaigns. 
· To improve the client experience and draw in additional visitors, team up with similar establishments, attractions, or event planners in the area. 
· Ecotourism, wellness tourism, and experiential tourism are all areas where the Destiny Palms Hotel can shine (Loperena, 2022). Conference, meeting, and convention facilities are available at the Destiny Palms Hotel (Lala, 2022). Excellent for focusing on corporate clients. Increasing revenue and occupancy by catering to the corporate event market. 
	· Destiny Palms Hotel must always differentiate itself and provide great experiences to compete with the other nearby five-star hotels (Anthonisz, 2021). 
· The Destiny Palms Hotel faces challenges from shifting consumer travel habits and the proliferation of low-cost and no-fee online travel agencies (OTAs).
· In this day and age of social media and online reviews, the reputation of The Destiny Palms Hotel might be damaged by critical commentary. 
· The Destiny Palms Hotel is vulnerable to disruptions in its operations caused by natural catastrophes, terrorist attacks, and public health emergencies (Sheller, 2021). They lead to lower sales, cancelled trips, and travel restrictions.



The Destiny Palms Hotel is a high-end establishment well-known for its numerous positive attributes. The hotel enjoys a prime location in Kissimmee, within easy driving distance of both Disney World and Universal Studios Florida (Goldberg, 2021). It's convenient for both leisure and business travellers because of its proximity to popular attractions. Luxury amenities such as comfortable hotel accommodations, tasty meals, and soothing spa treatments make visitors feel pampered and special. The Destiny Palms Hotel has a well-deserved reputation as a plush establishment with attentive staff. The hotel’s elegant styling and furnishing give it a pleasant appearance. Extra services, such as valet parking, event planning, and concierge assistance, are provided to guests of the Destiny Palms Hotel (Jones, 2023).
Some issues need to be resolved. The Destiny Palms Hotel must enhance its customer service to satisfy its clients (Baset, 2021). Friendly service, prompt problem resolution, and happy customers are all part of this. The Destiny Palms Hotel must keep the premises spotless for the comfort of its patrons. The Destiny Palms Hotel's pricing strategy has been criticised. The Destiny Palms Hotel needs to evaluate its operations carefully and make adjustments to remain competitive and profitable. Improving room service is crucial to keeping visitors satisfied.
Profitable opportunities abound at the Destiny Palms Hotel in Florida (Brown, 2019). To improve visitors' experiences and attract more customers, it's a good idea to collaborate with other local establishments, attractions, and event organisers. The hotel would benefit from catering to emerging trends in tourism, such as ecotourism, healthy vacations, and adventure travel. Sustainable practises, encouragement of physical activity, and the provision of truly novel attractions are all ways in which they can achieve this goal (Jeong and So, 2020). Mobile apps and individualised assistance are just two examples of how businesses are embracing technology to increase customer satisfaction and decrease wait times. Tourism from abroad can be increased by the Destiny Palms Hotel's effective marketing and tailor-made services.
The Destiny Palms Hotel must exercise caution due to potential threats (Dartadian, 2020). There is a lot of competition among the posh hotels in the area, so The Hotel must continue to provide guests with unforgettable moments.  Stressed budgets cut back on vacation and hotel spending. This may reduce hotel revenue and guest satisfaction. The way we travel is evolving, with more and more individuals opting to book their accommodations online. This may change how hotels generally operate. Negative comments posted about The Destiny Palms Hotel online can hurt the hotel's reputation (Mudie, 2023). Having a positive reputation for The Destiny Palms Hotel is crucial. Disasters, terrorist attacks, and unexpected medical emergencies can disrupt hotel operations and ruin vacation plans. It's crucial to play by the book to avoid legal trouble, embarrassment, and financial penalties.
The Destiny Palms Hotel is a high-quality establishment with room for improvement (Barry and Alfaro, 2022). To maintain a competitive edge and achieve sustained success in the hotel sector, it is crucial to address issues, seize opportunities, and master obstacles as they arise.
[bookmark: _Toc149762091]TOWS Metrix
A luxury hotel with a solid brand reputation and a committed clientele is The Destiny Palms Hotel. The demand for luxury travel is rising, and there are many potentials for the hotel to flourish in these new markets (Lv et al., 2020). The hotel must contend with issues like high costs, seasonal variations in occupancy, and rivalry from other upscale accommodations in the vicinity.


The Destiny Palms Hotel may strengthen its weaknesses and protect itself from potential threats by creating more cost-effective packages and promotions, advertising itself as a site for weddings and corporate events, and collaborating with nearby schools to host internship and training programs. To further ensure that it abides by all new government requirements, the hotel should have sufficient insurance coverage and invest in compliance methods. Destiny Palms Hotel is conveniently located near a variety of expansion possibilities (Allison, 2023). 

[bookmark: _Toc149762092]Studying the Problems
Dissatisfied guests have complained about the hotel's poor customer service, which includes delayed response times and unhelpful employee attitudes. Keep-up and cleanliness issues have been brought up. Rooms and public areas are not kept clean and some of the facilities are broken. Some visitors to the Destiny Palms Hotel have complained that the price tag doesn't justify the quality of their stay (Fredriksen, 2021). They complain about things like restricted space and a lack of services. Rooms facing the street may be noisy due to the hotel's convenient position near major thoroughfares in the heart of Kissimmee. There were sporadic reports of noise complaints. Due to its fame and legendary reputation, customers may find the hotel's public spaces to be overcrowded and impersonal.
[bookmark: _Toc149762093]Problems with Infrastructure
· Visitors have noted the hotel may benefit from upgrades in the areas of elegance and comfort. 
· [bookmark: _Hlk147913645]Like any other structure, the Destiny Palms Hotel could have maintenance problems (Rahman and Setia, 2021). Some guests have complained that their rooms' air conditioning, heating, plumbing, or other amenities are faulty. 
· Large lifts connect each floor of the hotel. The lifts can be slow if a lot of people are trying to use them at once. Have experienced this on occasion. Access to guest rooms and other hotel facilities may be compromised. 
· Guests at the Hotel often complained of hearing traffic and other outside noises (Fahmy, 2020). They were worried that the hotel's soundproofing wasn't adequate. 
Prevention Actions
· The hotel can keep its amenities up to date by periodically improving and renovating them. This means bettering the rooms, common areas, and amenities offered to visitors to make their stay more luxurious and comfortable.
· The Destiny Palms Hotel can implement strategies to better manage the lifts to cut down on wait times and crowding (Cranwell, 2023). Improving the efficiency of lifts requires careful scheduling, clear signage, and sometimes even the installation of more or upgraded lifts. 
· Guests at Florida's Destiny Palms Hotel will be informed in advance of any maintenance issues. Guests will be more comfortable and satisfied if we are forthright with them about what they can expect.

[bookmark: _Toc149762094]Problems with service
· Check-in, room service, and housekeeping can all take noticeably longer than usual at busy times (Banak, 2020). They may experience anger and discontent as a result. 
· Some of the hotel staff may appear uninterested or distracted, failing to provide the kind of service one would expect from a five-star establishment. 
· It's possible that the service guests receive varies in quality from time to time. This might occur if there is a disparity in the quality of service provided by various employees or departments (Ali et al., 2021). Because of this, guests may have varying experiences.

Prevention Actions
· Train employees to better serve consumers by listening to their needs, communicating clearly, and finding creative solutions to challenges. 
· Develop a method for monitoring and advising employees' progress at The Destiny Palms Hotel (Kapp and Defelice, 2019). This will aid in maintaining efficiency and resolving issues rapidly. 
· Make each visitor feel like a VIP by anticipating their needs and providing them with exceptional service.
[bookmark: _Toc149762095]Problems with the food and service at the restaurant
· The restaurant menu at The Destiny Palms Hotel has been criticised for allegedly offering a limited selection of dishes. 
· It has been stated that the prices at the hotel's restaurant, The Destiny Palms are quite high (Sufian and Hoque, 2023). The price of the food is too high for the amount you get. They feel they've been cheated.
· There is concern among some patrons that the restaurant's food and service are inconsistent. The food was unappealing since it was either undercooked or overcooked, and the service was poor.

Prevention Actions
· The restaurant prices at the Destiny Palms Hotel might use some review (Milder, 2021). Checking out nearby restaurants with similar menus and environments can help hotels find the sweet spot for setting their dining costs. 
· The Destiny Palms Hotel must implement stringent quality control methods to ensure that the quality and presentation of their meals are consistently high (Widawati, 2022). The Destiny Palms Hotel can set standards for the quality of their meals and train their staff to follow them. Customer surveys and comment cards can help the hotel learn what guests like and don't like about their stay (Dave and Bidul, 2022). 
· Staff training in new abilities can improve service and the overall eating experience for patrons (Batat, 2021). 
[bookmark: _Toc149762096]Problems with Staffing and Employee Motivation
· Customers have complained that there aren't enough workers at the motel (Padma and Ahn, 2020). Delays and inefficiency are caused by the lack of personnel at the front desk, the concierge desk, and the restaurants. 
· Hotel guests are often unhappy since the staff doesn't seem interested in them or provide adequate assistance.
· There is a lack of proper training and oversight for some of the staff. A guest's problem-solving skills and productivity will suffer if they are unaware of the hotel's policies (Pratt and Tolkach, 2022). 
· The Destiny Palms Hotel has lost several of its employees. This can lead to issues, as inexperienced staff may struggle to meet customers' needs and expectations.

Prevention Actions
· Making sure there are sufficient workers in each area to accommodate customers. Verify regularly if any workers have gone missing, and adjust staffing levels accordingly (Griffiths et al., 2020). 
· Develop courses that teach workers to be more knowledgeable and helpful to customers. Developing effective communication, problem-solving, and individualised support skills may be necessary. 
· Create initiatives to boost worker engagement and satisfaction with their work environment (Tzenios, 2019). Meetings might be held in the hotel to solicit feedback, recognise achievements, and discuss career advancement possibilities. 
· Improve employee output by watching them at work and instructing them on how to do their jobs better. It's important to regularly evaluate your work and make adjustments when necessary to ensure success. 
· Facilitate team communication by outlining proper protocol and establishing efficient channels of expression. The staff at the Destiny Palms Hotel can easily share information by meeting in person or using the hotel's convenient internet resources (Yasmin, 2022). 
· One may make them feel appreciated and motivated to work independently by paying them well, providing them with generous perks, and providing a pleasant work atmosphere. 
· 

[bookmark: _Toc149762097]Findings and Results 
The Destiny Palms Hotel has had its fair share of problems, and its staff has found a variety of solutions. If we can summarise the problems and their solutions, it would be fantastic. 
Infrastructure Problems
	Particulars
	Findings

	Accommodation layout
	Refurbishment is required to make it more opulent.

	Fixtures and fittings
	The air conditioning, plumbing, and other systems in every room must be tested.

	Elevators
	Improving lift service through strategic scheduling, clearer signage, and potential upgrades to lift infrastructure.

	Outside noise
	Double-paned windows were installed, and improved room insulation was a priority.



The hotel needs renovations to make it more appealing to guests. Several parts of the building need improvement, such as keeping the chambers tidy and fixing the lift if it has any problems (Hayles and Winter, 2021). We need to find ways to lower the noise level within the building. Changing the elevator timetable, installing more visible signs, and possibly installing new or upgraded elevators are all ways to enhance the service. Installing double-paned windows and making sure all rooms are well-insulated will help lessen the impact of exterior noise (DeKock, 2020). The goal of these upgrades is to provide an even better stay for hotel guests.
Service-related problems
	Particulars
	Findings

	Front-desk wait times are getting longer
	Instruct workers to quickly clean and tidy up rooms.

	Contribution from Staff
	Verify that workers are efficient and completing their jobs well.

	Connecting to the visitor
	To avoid confusion, it is recommended that front desk personnel be bilingual (Duran, 2022). 

	Variability in service quality
	Perform regular checks on service quality to ensure reliability.



Problems at the hotel include long wait times at the front desk, inconsistent room cleaning, poor work quality, and misunderstandings among employees (Cheong and Law, 2023). To solve these problems, we need to make sure that our employees have the skills they need to clean the hotel rooms promptly so that customers don't have to wait around as much. Assuring constant service delivery and fixing problems of varying quality requires the hotel to create a quality checking system (Kuo et al., 2021). The goal of these adjustments is to provide a better service experience for the guests.
Restaurant and food service problem 
	Particulars
	Findings

	Limited Choices
	Improve their menu by including more options

	Costly
	See what other sites with a comparable setup are doing. The hotel can then set appropriate food costs based on these results.

	Service Delay
	The eating experience can be improved by streamlining the ordering procedure and ensuring timely meal delivery.

	Varying quality of the meal served
	Pay extra close attention to detail while preparing and serving the meal.



Problems with food availability, pricing, service, and serviceability have afflicted the hotel (Cameron et al., 2023). More options can be chosen when the menu is expanded. Competitive analysis is useful for setting reasonable prices for food. There is room for improvement in both the ordering process and the timing of food delivery. When food is cooked and served consistently, its flavour is maintained. Guests will have a better time in the restaurant if these problems are resolved.
Workers numbers and engagement problems
	Particulars
	Findings

	Personnel Deficiency
	Recruit workers for open positions

	The lack of interaction and care for the guests
	Schedule meetings for workers

	Staff lacks proper training
	Set up educational courses

	Staff-to-staff communication
	Facilitate communication within the group via holding meetings, utilising software, and streamlining processes.

	Turnover among workers
	Giving them a fair wage, generous benefits, and a pleasant environment to work will make them happy and loyal.



Staffing shortages, miscommunication with guests, a lack of training and internal teamwork, and significant employee turnover are just some of the issues plaguing the hotel (Dogonyaro, 2021). Staff communication can be improved in several ways, including through increased frequency of meetings, the adoption of digital tools, and the simplification of information-sharing procedures. Hotels can reduce employee turnover by providing competitive wages and benefits as well as an inviting work environment where employees feel appreciated (Qadri et al., 2022). The hope is that by taking these measures, staff morale will improve, work output will increase, and guests' overall experience will be enhanced. 

[bookmark: _Toc149762098]Recommendations
Many problems and their solutions have been identified through analysis. It is essential to pay close attention to every detail. The hotel needs to do the following to bring back repeat customers by solving their problems: 
· The AC, plumbing, and other infrastructure issues must be addressed first.
· Training employees to better serve clients by listening to their needs, communicating clearly, and finding creative solutions to challenges (Karneli, 2023). 
· Elevator wait times and congestion can be mitigated. 
· Keeping the hotel's guest rooms, common areas, and restaurants spotless at all times.
· The hotel places a premium on maintaining a quiet environment. Two panes of glass and good insulation can solve the problem.
· Keeping the same price for the same quality of service.
· Enhancing the guest accommodations, common areas, and amenities. To spruce up and cosy up their stay.
· There is an absolute requirement to upgrade the quality of room service.
· Increasing the menu's variety to give customers more dining options.
· Adding more staff members to the room service department. Guests may have to wait longer than normal for services like check-in, room service, and housekeeping (Lukanova and Ilieva, 2019).










[bookmark: _Toc149762099]The Action Plan 
See the attached spreadsheet for a breakdown of how much money and time each solution will cost and take to implement.
	No.
	Problem
	Solution
	Desired Outcome
	Estimated Time Frame
	Date of Completion
	Est.
Budget

	01
	Modernisation of Hotel
	Locating areas in need of repair and making necessary upgrades such as pipe installation and cosmetic refurbishment
	Visitors' opinions are very favourable
	3 months
	03/11/2023
		£200,000 




	02
	Faulty utilities
	Fix any faulty utilities that have been identified
	Reports from satisfied customers
	10 Days
	03/11/2023
	£30,000 


	03
	Lifts
	Find out which lifts are busier
	This aids visitors' navigation within the property
	1 month
	03/11/2023
	£15,000 


	04.
	Outside noise
	All rooms are properly insulated, and there are two panes of glass.
	Maintains tranquillity within the hotel
	4 months
	03/11/2023
	£550,000 


	05
	Extended line in front of the counter
	Instruct workers on how to swiftly sweep and create rooms
	In and out times for guests are not affected
	1 month
	03/11/2023
	£20,000 


	06. 
	Conversation with visitors
	Recruiting bilingual front desk staff can help with communication issues
	Guests won't have to struggle to find the information they need.
	1 month
	03/11/2023
	£30,000 


	07.
	Lack of variety on restaurant menus
	Menu items need to be expanded
	Adapts to the preferences of individual guests
	1 month
	03/11/2023
	£65,000 


	08.
	Delay in Service
	Process quicker and get food delivered on schedule
	Betters the experience for the guest
	1 time 
	03/11/2023
	£65,000 


	09.
	Employee scarcity
	Recruit workers
	Better care for guests is possible.
	1 month
	03/11/2023
	£30,000 


	10.
	Staff Migration
	 Making them feel valued and appreciated by paying them well, providing them with decent perks, and creating a pleasant work environment.
	Productivity gains in the workplace lead to happier customers.
	1 month 
	03/11/2023
	£60,000 






[bookmark: _Toc149762100]Conclusion 
The Destiny Palms Hotel, which is renowned for its outstanding structures, has luxurious decorations and a distinctive mansard roof that adds to its timeless attractiveness. With marble floors and lavishly decorated ceilings, the hotel's luxurious surroundings offer visitors a lush and decadent environment that is enhanced by sparkling crystal lamps. It has a distinguished reputation and has entertained several remarkable guests over the course of its history (Zafeiropoulos et al., 2021). The Destiny Palms Hotel caters to the needs of both pleasure and business travellers with a variety of amenities, including a well-stocked gym, spa services, unique boutiques, and trade services. The hotel's rooms stand out for their opulent furnishings, comfortable beds, sophisticated entertainment systems, and gorgeous bathrooms with marble accents. The benefit of the guests at the Destiny Palms Hotel is highly regarded, and a seasoned, multilingual team is committed to making sure that each stay is one to remember. Despite being well-known, the hotel encountered problems. There have been complaints about staff responsiveness, problem-solving, and facility maintenance (Sangpikul, 2021). The expensive, subpar cuisine served in the hotel's dining area is making visitors upset. There have also been complaints about delays and a lack of variety in room service. To enhance the overall guest experience, several areas of improvement must be addressed. In any case, the prime location, iconic position, luxurious amenities, well-known brand, and excellent dining options are what make The Destiny Palms Hotel special. The hotel may overcome obstacles and solidify its place as a leading luxury hotel in Florida by addressing the weaknesses and seizing possibilities, such as broadening target audiences, embracing emerging travel trends, and utilising innovation.



Threats


Financial crisis


Opportunities


Increasing interest in luxury travel


Strengths


Prime seaside location


Weaknesses


High costs


Beautiful surroundings


Several amenities


Significant brand recognition


Loyal customers


Seasonally varying occupancy


Usage of tourism only


Entry into new sectors including corporate events and destination weddings


Natural catastrophes


Preferences of consumers changing


New rules from the government 
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