







Organisational Consultancy Report on the Castle Hotel, High St, Conwy LL32 8DB, United Kingdom (Front Office Department)






[bookmark: _Toc127654975]Executive summary 
This consultancy report is based on The Castle Hotel which is located at High St, Conwy LL32 8DB, UK. It is one of the historic hospitality service providers in the UK with unique historical records for example serving 13 years old Prince Victoria in 1832. The key focus of this consultancy report was to address the operational issues faced by The Castle Hotel including poor reservation and checking-in facilities, reduced productivity of front-end employees and inefficiency in handling financial transactions. During the initial investigation, it has been identified that acute competition, changing customer preferences, higher cost of business operation, declined visitors and reputational damage are the key issues and challenges faced by this organisation. Throughout this report different statistical tools including PESTEL, SWOT and TOWS are used to analyse the internal and internal environment of The Castle Hotel. Further, this report addressed the issues of this organisation including poor customer service, a higher charge for products and services, reduced productivity, lower profit margin and an imbalance between demand and supply. Findings of the PESTEL analysis of The Castle Hotel it has been identified that changes in political stability, higher inflation rate, the reduced purchasing power of customers and more focus on environmentally friendly business operations are adversely influencing sales, cost and revenue of this organisation. However, macro-environmental factors for example advancement of technologies along with strong legal policies are enabling The Castle Hotel to introduce new products and services. 
Findings of the SWOT and TOWS framework indicate that a strong financial base, a positive brand image in the global hospitality industry, a skilled and trained workforce, convenience and history are key strengths of this organisation. On the other hand, low-profit margins, higher costs of business operation, and more dependency on small products and services are key weaknesses of this organisation. Further, it has been identified that global market expansion, advancement of technologies, higher industry growth and higher demand for hospitality services are key opportunities for the castle hotel where increased competition across the globe, political unrest and war between Ukraine and Russia, economic downturn and lower purchasing power of customers are key threats of this organisation. According to the findings of this report intense political unrest in the UK, the economic downturn in the UK economy, changed customer perception towards hospitality businesses, rapid technological changes and a short life-cycle of innovation are major identified improvement areas of The Castle Hotel. Further, a critical action plan is prepared for The Castle Hotel to overcome the identified issues including poor customer service delivery, lack of technical expertise of employees, limited diversity in product and service categories, low-profit margin due to higher operational cost, and vulnerable protection of customer data. Finally, improving customer services with training and development programs, introducing new products and service categories to attract new customer's segment, improving the productivity of customers along with reducing operational costs and increasing spending on data security tools and hiring experts is the applicable recommendations for The Castle Hotel to overcome the issues and challenges in its business operation. 
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[bookmark: _Toc127654976]Introduction
[bookmark: _u4uyy2tzdsnu]Within the complex business environmental context, it has become imperative for an organisation to understand internal and external environmental forces that can have a significant influence on organisational outcomes (Gargano et al., 2021). In this regard, a consultancy report can help to explore as well as to evaluate both internal and external forces. However, in most cases, businesses hire external experts to conduct consultancy reports. Here, a consultancy report will be prepared for The Castle Hotel. It is one of the historic hotels in the UK and was established in 1528 as the Mermaid Inn. The location of this hotel is High St, Conwy LL32 8DB, United Kingdom. The purpose of this consultancy report is to explore issues faced by The Castle Hotel in its business operation. Further, the Front Office Sent department will be considered while conducting this consultancy report. 
[bookmark: _Toc127654977]Problems and issues to be addressed 
The Castle Hotel is one of the most famous hotels in the UK with extraordinary historical records for example serving 13 years old Prince Victoria in 1832. It has a positive brand image across the globe along with unique products and services. However, in recent years The Castle Hotel facing several business operations-related issues including poor reservation and checking-in facilities reduced productivity of front-end employees and inefficiency in handling financial transactions (Johansen et al., 2021). Further, there are some external issues faced by The Castle Hotel including acute competition, changing customer preferences, higher cost of business operation, declined visitors and reputational damage. Throughout this consultancy report issues related to the above-mentioned areas will be identified, analysed and evaluated. 
[bookmark: _Toc127654978]Analyse tools and methods
Analysis of consultancy reports broadly considers the environmental context of the organisation where factors from the micro environment and macro environment are analysed and evaluated (Pham al., 2019). The critical analysis method of this consultancy report will consider both internal and external environmental aspects of The Castle Hotel. There are different tools used by experts to conduct analysis of external and internal environment organisation business organisation. In this regard, three key tools will be used throughout the analysis of this consultancy report and these are SWOT, TOWS and PESTEL. First of all, the external environment of The Castle Hotel will be analysed with the application of the PESTEL framework that will help to identify as well as evaluate six key external environmental forces of The Castle Hotel that have a significant influence on its business operation. In addition to this, the micro-environmental forces of The Castle Hotel will be analysed with the application of a SWOT framework that will help to evaluate internal strengths and weaknesses along with external opportunities and threats. Further, the TOWS model will be used to analyse the micro-environmental factors of this organisation. 


[bookmark: _Toc127654979]Scope and analysis  
The Castle Hotel is one of the oldest and most historic hotels based on High St, Conwy LL32 8DB, UK which teenage Victoria visited in 1832 before she became the queen. It is an old coaching inn in Wales that stands at the centre of Conwy (A world heritage site UNESCO). There are 29 rooms in this hotel and all of them are AA standard. Further, The Castle Hotel is a 4 Star townhouse hotel that provides a “Boutiquey” feel to the visitors (Yusoff et al., 2020). In recent years, The Castle Hotel added one of the most popular “Healing Hands” treatment rooms that have differentiated its service quality from the competitors. There is a large space for arranging conferences or family programs that can also be used as a wedding venue. In most cases, this space is used by business executives to arrange conferences and meetings. The Castle Hotel fools a flat price range for all of its AA standard rooms and the typical charge for a night at The Castle Hotel is £111 (Jones and Wynn, 2019). The historic location of The Castle Hotel is one of the most fascinating aspects for the visitors as it offers a unique set of nested comfort at the very heart of Conwy. Recent changes in micro and macro environmental forces, particularly changes in the hospitality industry in the UK, are also influencing the business operation of The Castle Hotel (Garg, 2020). It is further responsible for poor customer service, the higher charge for products and services, reduced productivity, lower profit margin and imbalance between demand and supply. These issues are analysed and evaluated with the help of the above-mentioned analysis tools and frameworks. 
[bookmark: _Toc127654980]PESTEL analysis of Castle Hotel
PESTEL is a widely used macro-environmental factors analysis tool that considers six key external factors that significantly influence business operations. Six macro-environmental factors analysed by this model are Political, Economical, Social, Technological, Environmental and Legal factors. These are closely associated with the business operation of an organisation like The Castle Hotel. Here, a critical macro environmental analysis of The Castle Hotel is conducted with the application of this model: 
	Macro factors
	Analysis and description of the factors

	Political unrest 
	In recent years, the political situation in the UK is experiencing unrest because of the ongoing war between Russia and Ukraine. This unrest started with the Brexit issue which had an adverse effect on the labour supply and cost-effective business operation of The Castle Hotel (Rovella, 2019). In addition to this, hospitality business organisations like The Castle Hotel are facing the issue of fewer visitors (particularly foreign visitors) because of recent political conflicts throughout Europe. 

	Economic downturn 
	The economy in the UK is struggling since the outbreak of Covid-19 across the world. Further, the inflation rate in the UK reached 14.8% (the all-time highest in history) which has also increased the cost of business operation of The Castle Hotel (George, 2021). In addition to this, the Bank of England has increased the interest rate to 4% which has also adverse effect on the operational cost of this organisation. 

	Social changes 
	Businesses need to cope with social changes including customers' preferences, income, interests, lifestyle and consumption patterns. However, customer preferences are changing rapidly in recent years (Antošová et al., 2021). In addition to this, reduced purchasing power due to higher inflation rates and other expenses are adversely affecting the sales and revenue stream of The Castle Hotel. 

	Technological advancement 
	Advancement of technologies is enforcing hospitality businesses to implement new technologies in their business operation (Uchiyama and Kohsaka, 2023). In this regard, The Castle Hotel has become able to use advanced communication technologies to establish 24/7 connection with the customers. In addition to this, technologies are enabling The Castle Hotel to introduce new products and services to customers. 

	Environmental focus
	Hospitality businesses across the globe including in the UK are highly committed to having positive environmental contributions (Bagrii, 2022). In this regard, The Castle Hotel introduced paperless activities along with reducing the cost of business operations with the implementation of a lean production approach. 

	Legal Policies 
	Legal policies have a major impact on the day-to-day activities of hospitality business organisations (Konakoğlu and Kurdoğlu, 2021). In this case, The Castle Hotel is taking the advantage of strong legal policies including intellectual property acts to protect intellectual properties and innovation from being copied by competitors. 



Table 1: PESTEL analysis of The Castle Hotel 
Source: Author
From the above macro environmental analysis, it has been identified that The Castle Hotel is facing more challenges from its external environmental forces than opportunities. Here, changes in political stability, higher inflation rate, reducing the purchasing power of customers and more focus on environmentally friendly business operations are adversely influencing sales, cost and revenue of this organisation. On the other hand, the advancement of technologies along with strong legal policies is enabling The Castle Hotel to introduce new products and services to the customers along with protecting its intellectual property rights. 
[bookmark: _Toc127654981]SWOT analysis of Castle Hotel
SWOT framework is a widely used tool for analysing the internal organisational environment. It can provide a clear understanding of the micro-environmental factors of the organisation with the analysis of internal strengths and weaknesses along with analysing of the external opportunities and threats (Gener et al., 2019). Here, a critical SWOT analysis is conducted on The Castle Hotel to analyse these four forces:

	Strengths
	Weaknesses

	· Strong brand image across the globe because of high-quality hospitality services to the customers 
· The fascinating part of history as it served queen Victoria in 1832
· Located in UNESCO declared heritage site in Conwy that can attract more and more customers 
· Strong financial base with more than £6.4 million in revenue (Bressan et al., 2022). 
· Skilled as well as trained workforce with 31 employees 
	· Low-profit margin because organisation higher operational cost due to inefficiency business operation 
· Greater dependency on seasonal visitors and low-profit stream during the lean operational period (Ampofo, 2020). 
· Low spending on product and service difference strategies 
· Lack of diverse products and services in the product line of The Castle Hotel  

	Opportunities
	Threats

	· Increasing demand for hospitality services in the UK as well as across the globe
· Big market expansion opportunities in emerging markets across the world (Khan et al., 2022). 
· Advancement of technologies to support innovation practices of the organisation 
· Higher growth of the hospitality industry with more than £22.44 billion projected market value within 2027 
	· Acute political unrest particularly the ongoing war between Ukraine and Russia where the UK government is taking part indirectly
· Higher competition within the hospitality industry in the UK (Bressan and Pedrini, 2020). 
· The economic downturn and lower purchasing power of customers with reduced per-capita income 
· Higher cost of business operation due to increased price of ingredients  


Table 2: SWOT analysis of The Castle Hotel
 Source: Author
From the above SWOT analysis, some key strengths and weaknesses of The Castle Hotel were identified. The above analysis indicates that a strong brand image, financial capabilities, historical location and skilled workforce are key strengths of this organisation. On the other hand, a low revenue stream along with the lack of diversity in product and service lines are key weaknesses of this organisation. 
[bookmark: _Toc127654982]TOWS analysis of Castle Hotel 
TOWS analysis is being used to conduct an in-depth understanding of the internal environmental forces and their relationship with the internal strengths and weaknesses along with external threats and opportunities.
	
	Internal factors 

	
	Opportunities 
· Global market expansion opportunities 
· Advancement of technologies 
· Higher industry growth 
· Higher demand for hospitality services 
	Threats 
· Increased competition across the globe
· Political unrest and war between Ukraine and Russia 
· The economic downturn and lower purchasing power of customers 

	Internal factors 
	Strengths
· Strong financial base
· Positive brand image in the global hospitality industry 
· Skilled and trained workforce 
· Convenient and historic location  
	Strong financial capabilities can help to introduce unique products and services by taking the advantage of new communication and R&D technologies (Guzzo et al., 2020). Emerging markets can further help to generate more and more revenue for The Castle Hotel. 
	A strong brand image can enable The Castle Hotel to differentiate its products and services from the competitors where a skilled and trained workforce can overcome the threat of reduced profit margin rate of this organisation. 

	
	Weakness 
· Low-profit margin
· Higher cost of business operation
· More dependency on small products and services 
	A higher industry growth rate, as well as the advancement of technologies, can help Castle Hotel to reduce the issue of lower profit margins. 
	However, greater dependency on a small number of products and services can damage the development of a competitive advantage for The Castle Hotel in the competitive market (Leroi-Werelds et al., 2021). 



Table 3: TOWS analysis of The Castle Hotel 
Source: Author
Findings of the TOWS analysis indicate that The Castle Hotel is struggling with recent changes within its micro-environmental forces that can be overcome with the advancement of technologies and business expansion opportunities in emerging markets across the globe. In addition to this, higher demand can boost the sales as well as revenue stream of The Castle Hotel in the upcoming years. 


[bookmark: _Toc127654983]Improvement areas of the Castle Hotel
Pre-requirement of recommending solutions is imperative to identify improvement areas along with the associated issues of implementing the recommendations. Here, a critical analysis of the findings will be conducted along with identifying the associated issues of these improvements. 
[bookmark: _Toc127654984]Critical analysis of the findings
Intense political unrest in the UK: The UK is facing an unstable political situation because of Brexit where the ongoing war between Ukraine and Russia added new dimensions. Already the UK government has participated in the war indirectly and the unrest is going up gradually. The government has also increased the tax rate from 19% to 25% as of April 2023 (Josiassen et al., 2023). 
[image: What is corporation tax and who has to pay it? - BBC News]
Figure 1: Corporate tax rate in the UK 
Source: (Josiassen et al., 2023)
A higher tax rate can further reduce the profit margin of The Castle Hotel in the long term. Another adverse effect unstable political situation is the lower visitors of to The Castle Hotel. Although the number of foreign tourists in the UK increased to nearly 30 million in 2022, it is expected that political unrest can reduce the number of global visitors in the UK by 25% by 2024 (Papadopoulos and Ioannou, 2022). Further, reduced tourists can also reduce the number of customers of this organisation which further damage the sales and revenue stream of The Castle Hotel. 
Solution 
To overcome the issue of higher operational costs it is recommended for The Castle Hotel adapt to the lean manufacturing strategy that can further reduce the higher cost of business operation due to higher tax rates. The Castle Hotel should also focus on the improvement of productivity of internal front office sent employees as it can improve the internal efficiency of the employees of this organisation. It can introduce new service segments for the customers to attract new customers to overcome the issues of lower customers to the organisation (Panzone et al., 2021). It can also help to increase the revenue margin of the organisation by increasing sales. A critical analysis of this solution is conducted here:
	Costs 
	Benefits 

	· The high volume of capital requirement for improving existing service quality 
· Training and development cost of employees 
· Higher risk of losing investment 
· Acute competition in new market segments 
	· The higher revenue stream of the organisation
· Increase the total number of customers with new customers segments
· Higher performance capabilities of employees 
· Reduced cost of business operation with a lean approach 



Table 4: Cost-benefits analysis
 Source: Author
The economic downturn in the UK economy: During the last few years the economic condition is significantly facing a downturn due to some key events including Brexit, Covid-19 and the war in Ukraine and Russia. The direct adverse effect of these issues is the higher inflation rate and economic vulnerability. The inflation rate was only 1.94% in 2018 in the UK has increased to 10.1% in 2023 because of these events (Jones, 2022). 
[image: What is the UK inflation rate and why is the cost of living rising? - BBC  News]
Figure 2: Inflation rate in the UK 
Source: (Jones, 2022)
The cost of business operation of The Castle Hotel also increased because of the higher interest rate. Here, the Bank of England has increased the interest rate to 4% which has also adverse effect on the operational cost of this organisation. It has also reduced the profit margin of The Castle Hotel. The Brexit issue has further increased the cost of ingredients and raw materials of this organisation. 
Solution
First and the most effective solution for overcoming the economic challenges of The Castle Hotel is to invest more in advanced communication technologies. It can enhance the efficiency of the front office employees (Rescalvo-Martin et al., 2021). In addition to this, it can reduce the manual functions of front office employees which will also reduce the cost of these functions. From the above analysis, it has been identified that there is a shortage of skilled human resources that can be solved with the help of effective implementation of these front-end task management technologies. Further, the introduction of new market segments can enable The Castle Hotel to attract new customers which will further enhance the revenue stream of this organisation (Guan et al., 2021). In addition to this, should conduct an in-depth analysis of the outcomes of innovation in terms of attracting new customers by introducing new market segments and new products and services. Introducing new market segments can be highly risky for The Castle Hotel that can further damage the brand image of this organisation. A critical analysis of the solution is demonstrated in the following table.
	 Costs 
	Benefits 

	· Higher capital requirement for introducing new products and services
· Higher risk of getting new customers set from the existing market
· Significant potentiality of damaging brand image 
	· Diversification of existing products and services portfolio 
· Reduced dependency on a single product line
· Improved communication practices to reduce the inefficiency of front-office employees 


Table 5: Cost-benefits analysis 
Source: Author
Changed customer perception towards hospitality businesses: Customer perception is a dynamic context where changes in external environmental forces can change customers' perceptions (Tuomi et al., 2021). Customers in the UK are mostly leading active-busy lifestyles which have increased the demand for the hospitality services of The Castle Hotel. However, customers want improved services where their preferences change more frequently than ever. In this regard, it has become highly difficult for this organisation to cope with the rapidly changing preferences of customers. In addition to this, customers mostly consider the eco-friendly business operation of hospitality organisations and according to research, more than 71% of customers consider the environmental impact of business operations before taking a reservation (Zientara et al., 2022). In this regard, it is imperative for The Castle Hotel to ensure business operations in an environmentally responsible way. 
Solution
To deal with the rapidly changing customer preferences The Castle Hotel needs to update its products and services regularly. In addition to this, it needs to increase its R&D budget to introduce new products and services according to the changing customer preferences over time. The Castle Hotel also needs to introduce eco-friendly business operations where proper waste management, use of biodegradable materials, more consumption of renewable resources and recycling of plastic can help to remark The Castle Hotel as an eco-friendly business organisation (Martinez-Martinez et al., 2021). In addition to this, the government is highly committed to zero emissions and this organisation must design its business operation to contribute to the eco-friendly business operation. Further, providing more focus to the younger customers and offering unique value to the younger customer segment can help to cope with the changing customer preferences. A critical analysis of this solution is conducted here.
	Costs
	Benefits

	· Higher cost of business operation in terms of introducing new products and services
· Low-profit margin because of the higher innovation management cost
· Short life-cycle of innovation because of changing customer preferences 
	· Attracting younger customers and ensuring a long-term loyal customers base
· Improve customer satisfaction level
· Positive brand image because of as an eco-friendly business organisation 



Table 6: Cost-benefits analysis 
Source: Author
Rapid technological changes and short life-cycle of innovation: Technologies are changing more frequently than in the past when businesses are facing the challenges faced of dealing with rapidly changing technologies (Alnawas and Hemsley-Brown, 2019). This organisation is also facing the threat of dynamic technological forces. Front office employees are highly struggling with frequently changing technologies. It is also obvious that existing competitive technologies can become obsolete within a short time. Their efficiency is also adversely affected by rapidly changing technologies. The cost of adaptation to newer technologies is higher for this organisation. Further, rapidly changing technologies are increasing the threat of greater data theft probability. Customers of this organisation are sharing their personal data through online platforms that must be protected by this organisation. However, rapidly increasing security threats are working as a big challenge for hospitality business organisations (Ndiuini and Baum, 2021). Another major challenge of rapidly changing technologies is to reduce the life cycle of innovation as competitors within the hospitality industry are highly capable of bringing alternative products and services within the shortest possible time. It is further influencing the competitive edge of this organisation negatively. 
Solution 
To deal with the rapidly changing technologies it needs to keep internal technologies up-to-date. It can also hire external experts to cope with rapidly changing technologies. Copying with rapidly changing technologies can also help to create a long-term edge for this organisation. To improve the life cycle of innovation, this organisation needs to focus on the development of long-term sustainable product and service development. It can help to overcome the acute challenge of rapidly changing technologies along with the issue of short innovation (Lu and Tabari, 2019). It needs to focus more on ensuring the data security of the customers as cyber theft can bring devastating outcomes to this organisation. It also needs to update its cyber security policies to cope with the changing technologies. 
	Costs 
	Benefits 

	· The large volume of capital required for new technology adaptation 
· Greater dependency on technologies that can be a major source of cyber security threat 
· Higher risk of investment in new technologies  
	· Add more innovative products and services to the product line
· Reduce dependency on front-office employees
· Introduce unique as well as valuable products and services to the customers  



Table 7: Cost-benefits analysis 
Source: Author
[bookmark: _Toc127654985]Issues related to these solutions
The large volume of capital requirement is one of the major issues related to the effective implementation of these solutions. The lack of skilled internal employees can be another issue in terms of implementing these solutions as it will need additional capabilities and experiences of internal employees (Carson et al., 2020). Ensure greater collaboration among the internal executives of The Castle Hotel can also become an issue of this organisation. In this regard, executives may not agree to these solutions and that can be a source of conflict among the executives of this organisation. Arranging training and development programs for internal employees can also influence the implementation of these solutions. 


[bookmark: _Toc127654986]Findings and results
Throughout the above analysis, part different issues and challenges related to the business operation of The Castle Hotel were identified. The findings and results of the above analysis are demonstrated in the following table:
	Issues 
	Focused areas  
	Descriptions 

	Inefficiency and higher cost of business operation 
	HRM and business operation management department of The Castle Hotel 
	Front office employees of The Castle Hotel are not highly skilled and trained. They are also responsible for a poor first impression of the customers. In addition to this, they don't have advanced knowledge of operating communication technologies for improving their internal efficiencies. In this regard, it has become imperative for the internal front office employees to improve their efficiency to ensure a higher profit margin and improved service quality of The Castle Hotel. 

	Low spending on advanced technologies 
	The R&D department of The Castle Hotel 
	Front office employees of The Castle Hotel are not highly skilled in using advanced technologies. In this case, their inefficiency is leading towards poor customer service delivery along with the higher cost of business operation. The Castle Hotel must need to increase its budget for adapting advanced technologies to improve the efficiency of the front office employees. Without using advanced technologies it can face the threat of poor customer satisfaction and greater business inefficiency. 

	Frequent changes in customer’s preferences and demands 
	Improved market research, big data analytics and promotional expertise. 
	Frequent changes in customer preferences and demands were identified from the above analysis. In this regard, the advancement of technologies, and a large number of alternative and acute market competition are responsible. The Castle Hotel needs to use up-to-date data in terms of designing organisational offerings. In addition to this, it needs to consider the demand of younger customers to improve customer services. 

	Ensure cyber and individual data security of customers 
	Information and technology department 
	With the advancement of technologies businesses like The Castle Hotel are using more sensitive customer data where greater data protection has become imperative. Failure to provide greater data security can damage the brand image and customers' trust in The Castle Hotel. In this regard, it needs to hire skilled, trained and experienced employees in its information technology department.  

	Diversification of product line 
	Product and service development department 
	Findings of the above analysis it has been identified that The Castle Hotel is largely depending on a small number of product lines that can make the organisation more vulnerable. It can also force the loyal customer base of The Castle Hotel to switch to another organisation. It can also develop interactive communication tools to facilitate innovation practices in this organisation.  



Table 8: Summary of findings 
Source: Author
The above table is demonstrating the key areas that need to be focused on by this organisation. In a nutshell, these findings are indicating internal business operation changes of The Castle Hotel to cope with the rapidly changing internal and external environmental forces. In this regard, there must be effective collaboration among the HRM and business operation management department, R&D department, marketing and promotional department, information and technology department, and product and service development department. Further, the TOWS matrix developed for The Castle Hotel will help to understand the process through which it can turn its strengths into opportunities along with overcoming the weaknesses to eliminate future threats to the organisation. 
TOWS matrix of The Castle Hotel
	
	Internal factors 

	
	Opportunities 
Global market expansion opportunities 
Advancement of technologies 
Higher industry growth 
Higher demand for hospitality services 
	Threats 
Increased competition across the globe
Political unrest and war between Ukraine and Russia 
The economic downturn and lower purchasing power of customers 

	Internal factors 
	Strengths
Strong financial base
Positive brand image in the global hospitality industry 
Skilled and trained workforce 
Convenient and historic location  
	Strong financial capabilities can help to introduce unique products and services by taking the advantage of new communication and R&D technologies. Emerging markets can further help to generate more and more revenue for The Castle Hotel. 
	A strong brand image can enable The Castle Hotel to differentiate its products and services from the competitors where a skilled and trained workforce can overcome the threat of reduced profit margin rate of this organisation. 

	
	Weakness 
Low-profit margin
Higher cost of business operation
More dependency on small products and services 
	A higher industry growth rate as well as the advancement of technologies can help Castle Hotel to reduce the issue of lower profit margin. 
	However, greater dependency on a small number of products and services can damage the development of a competitive advantage for The Castle Hotel in the competitive market. 



Table 9: TOWS matrix of The Castle Hotel
 Source: Author


[bookmark: _Toc127654987]Action plan 
	SL. NO.
	Problem 
	Solution 
	Desired outcome 
	Timescale 
	Completion date 
	Planned budget 

	1
	Poor customer service delivery 
	Improve customer services with training and development programs for employees 
	Higher performance capabilities of customers
Improve service efficiency of front office employees
Higher customer satisfaction and positive feedback 
	2 months 
	1 April 2023
	£40,000 (Annual investment) 

	2
	Lack of technical expertise of employees 
	Arrange different skills development programs for employees to improve their technical know-how 
	Better application of front-end communication technologies
Efficiency in internal communication

	3 months 
	1 July 2023 
	£30,000 (Single investment)

	3
	Limited diversity in product and service category 
	Invest more in the R&D department to diverse products and services with the introduction of innovative products 
	Introduce new products and services category 
Modification of existing products and services 
Target new customer segments with innovative offerings 
	6 months 
	20 August 2023
	£80,000 (Annual investment)

	4
	Low-profit margin due to higher operational cost 
	Improve productivity of customers along with reducing operational costs with the application of a lean production approach 
	Increased profit margin 
Reduced operational cost 
Higher efficiency of operational-level employees 
	3 months 
	1 May 2023
	£25,000 (Single investment)

	5
	Vulnerable protection of customer data 
	Higher spending on data security tools and hiring experts to manage the personal data of the customers 
	Reduced vulnerability of customer data
Improved efficiency in terms of using customer information
	2 months  
	1 May 2023
	£60,000 (Single investment) 



Table 10: Action plan
 Source: Author


[bookmark: _Toc127654988]Recommendations
Throughout the above critical analysis and finding it has been identified that The Castle Hotel is struggling with diver internal and external issues. These issues and challenges are classified under five key segments and these are poor customer service delivery, the lack of technical expertise of employees, limited diversity in product and service categories, low-profit margin due to higher operational costs and vulnerable protection of customer data. Here, some applicable recommendations are demonstrated for The Castle Hotel:
· To overcome the issue of poor customer service delivery it is recommended for The Castle Hotel improve customer services with training and development programs for employees. It can arrange both on-the-job training and off-the-job training for improving capabilities of delivering improved customer services by the front office employees (Uchiyama and Kohsaka, 2023). 
· Employees of The Castle Hotel are not technologically sound to take the advantage of advanced communication and business management technologies. In this regard, it is recommended that this organisation arrange different technological skills development programs for employees to improve their technical know-how. It will also help to improve the internal expertise of the organisation.
· It has become imperative for The Castle Hotel to introduce new product and service categories to attract new customer segments (Leroi-Werelds et al., 2021). In this regard, invest more in the R&D department to diversify products and services with the introduction of innovative products in its existing categories.
· To overcome the issue of low-profit margin The Castle Hotel can focus more on improving the productivity of customers along with reducing operational costs with the application of a lean production approach. It will help to increase profit margin by eliminating the cost of business operations.
· The Castle Hotel also needs to increase spending on data security tools and hire experts to manage the personal data of the customers. It will also help to reduce the vulnerability of customers' data along with improving efficiency in terms of using customers' information.
[bookmark: _Toc127654989]Conclusion
The Castle Hotel is one of the oldest and most reputed hospitality service-providing organisations in the UK. Throughout this consultancy report different aspects of the internal and external issues within The Castle Hotel are critically analysed and evaluated. A key focus of this consultancy report was to explore issues faced by The Castle Hotel in its business operation. Poor reservation and checking-in facilities reduced the productivity of front-end employees and inefficiency in handling financial transactions were key initial issues identified through this consultancy report. Macro environmental analysis of The Castle Hotel with PESTEL analysis indicates that political stability, higher inflation rate, reducing the purchasing power of customers and more focus on environmentally friendly business operations are adversely influencing sales, cost and revenue of this organisation. Further, findings of the macro environment analysis indicate that the advancement of technologies along with strong legal policies are enabling The Castle Hotel to introduce new products and services to the customers. In addition to this, findings of the SWOT and TOWS analysis indicate that a strong financial base, a positive brand image in the global hospitality industry, a skilled and trained workforce, and a convenient and historic location are the key strengths of the castle hotel where low-profit margin, higher cost of business operation and more dependency on small products and services are key weaknesses of this organisation. Further, poor customer service delivery, the lack of technical expertise of employees, limited diversity in product and service categories, low-profit margins due to higher operational costs and vulnerable protection of customer data are the key challenges and issues faced by The Castle Hotel in its business operation. 
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