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Executive Summary
[image: Terramar, Calella (updated prices 2024)]
Hotel Terramar, a beachfront hotel in Calella, Spain, faces numerous operational difficulties that negatively impact guest experiences and its overall reputation. Recent ratings on TripAdvisor and Google consistently highlight concerns regarding service quality, safety, facility maintenance, cleanliness, and food quality. Repeated guest complaints highlight unresponsive and indifferent staff, insufficient cleanliness standards, limited and insipid food selections, and insufficient safety protocols. These problems have resulted in decreased guest satisfaction, reduced repeat customers, and harm to the hotel's reputation in a highly competitive hospitality sector. This analysis highlights the need for a systematic and proactive strategy to rectify these significant deficiencies effectively.
The consultancy assessment identifies four primary weaknesses at Hotel Terramar:
1. Service Quality: Service quality is a significant issue, as guests often voice dissatisfaction with their interactions with hotel staff. Complaints focus on employees who are disinterested and poorly address guest requests or concerns. This poor service experience adversely affects guest satisfaction and decreases overall loyalty, as travellers anticipate a superior standard of hospitality.
1. Facility Maintenance: The hotel’s maintenance standards are inadequate, with recurrent reports of broken amenities, malfunctioning lifts, damaged electrical outlets and insufficient bathroom cleanliness. Guests anticipate a fundamental standard of maintenance, and neglecting facility upkeep has resulted in unfavourable reviews. A reactive maintenance strategy, where issues are resolved solely in response to complaints, intensifies these problems.
1. Food Quality: Guests frequently express discontent with the culinary selections, characterising them as insipid and lacking in diversity. In an all-inclusive environment, the dining quality is crucial to the guest experience, and current culinary standards must meet present expectations. The absence of varied, new, and attractive choices divides guests and reduces the perceived worth of the all-inclusive experience.
1. Safety: Safety concerns are widespread, as reported by absent safety signage, insufficient hygiene protocols, and generally inadequate safety measures, especially in high-traffic zones. These deficiencies raise concerns regarding guest well-being and expose the hotel to legal consequences, consequently underlining the necessity for prompt repairs.
The issues originate from poor management practices, inadequate investment in facility maintenance, and insufficient employee training. Inexperienced and disengaged staff result in inconsistent service delivery, as they frequently need more skills to manage guest interactions with compassion and professionalism. The lack of regular facility inspections and proactive maintenance has resulted in considerable deterioration, adversely affecting the guest experience. The disparity between guest expectations and the hotel's culinary offerings indicates outdated practices, as customers increasingly anticipate variety, freshness, and options accommodating diverse dietary preferences. Safety concerns highlight a failure to keep up with industry standards, jeopardising reputation and legal accountability.
Recommendations
To address these issues, Inspire Hospitality Group recommend the following actionable steps:
· Service Improvement: Implement staff training initiatives centred on customer service, conflict resolution, and cultural competence. Training must prioritise empathy, proactive guest interaction, and prompt responses to guest requirements for better service quality.
· Facility Maintenance: Prioritise the repair of malfunctioning amenities and improve cleanliness protocols. Create a proactive maintenance system involving routine inspections and timely interventions to prevent deterioration and conform with industry standards.
· Food Quality Improvement: Strengthen and diversify menu selections, stressing fresh, locally sourced ingredients. A varied and appealing menu that conforms to contemporary health and dietary trends will elevate the guest experience and conform to industry standards.
· Safety Protocols: Implement multilingual safety signage, improve safety inspections, and perform regular audits to mitigate hazards, reassure guests, and ensure compliance with legal obligations.
Conclusion
The challenges faced by Hotel Terramar significantly reduce guest satisfaction and impede success in a competitive market. Inspire Hospitality Group's focused recommendations highlight service improvements, facility maintenance, food quality, and safety improvements. Implementing these modifications is crucial for restoring the hotel's reputation and conforming to contemporary hospitality standards. By implementing these measures, Hotel Terramar may reinforce its status as a preferred destination, providing guests with a superior, secure, and hospitable experience. Inspire Hospitality Group is dedicated to assisting the hotel in attaining continuous growth and success.













Introduction 
Background 
[image: Hotel Terramar Calella | Costa Brava | £30pp Deposits]Hotel Terramar is a beach hotel in Calella, Spain, recognised for its excellent access to the Mediterranean Sea. This mid-sized hotel is favoured by leisure travellers desiring coastal experiences, providing a range of rooms with sea views and convenient access to nearby attractions. The hotel offers amenities like a restaurant, bar, swimming pool, and event spaces, serving individual guests and larger groups. However, despite its advantageous location and attractive vistas, recent evaluations indicate multiple operational deficiencies impairing the overall guest experience. Amenities, including elevators, electrical outlets, and restrooms, have been identified as requiring maintenance, and guests often express worries regarding cleanliness and no longer relevant facilities. This destination, which should ideally draw a substantial number of repeat visitors, reveals a disparity between the hotel’s potential and the quality of service rendered, highlighting the necessity for focused improvements.

Consultancy Firm Background 
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Description automatically generated]Inspire Hospitality Group is a consultancy firm specialising in delivering strategic solutions for the hospitality industry. The firm has expertise in operational efficiency, customer satisfaction, and service quality improvement, demonstrating a successful history of helping hotels optimise guest experiences and increase profitability. Our team integrates industry expertise with an in-depth understanding of emerging hospitality trends, allowing us to provide customised recommendations that meet specific client requirements. Hotel Terramar has commissioned us to evaluate its operational difficulties and formulate practical strategies to improve service standards, preserve its reputation, and strengthen its competitiveness in the Calella region.
Overview of Issues
Hotel Terramar has received multiple customer complaints, as recorded in reviews on platforms like TripAdvisor and Google Reviews. Principal issues include substandard service quality, demonstrated by unresponsive and indifferent staff failing to resolve guest complaints correctly. Consumers often indicate prolonged wait times and insufficient pleasant participation, negatively affecting their overall experience. Facility maintenance has become a persistent issue, with numerous reviews citing broken amenities, malfunctioning lifts and inadequate bathroom facilities, negatively impacting guest comfort and satisfaction.
Food quality is a significant concern, as customers often describe the hotel’s culinary offerings as insipid, restricted, and devoid of freshness. This is especially concerning in an all-inclusive environment where the dining quality significantly impacts guest satisfaction. Concerns regarding safety and hygiene have been documented, including the absence of safety signs and unsanitary conditions in communal areas. These deficiencies threaten guest well-being and the hotel's reputation in an industry that increasingly prioritises cleanliness. These issues underscore critical areas necessitating prompt intervention to reinstate guest satisfaction while improving the hotel's reputation.
Analytical Approach 
This report employs various analytical frameworks, including PESTEL, SWOT, TOWS, and Porter’s Five Forces, to systematically tackle the challenges faced by Hotel Terramar. The PESTEL analysis will evaluate the external environment by examining political, economic, social, technological, environmental, and legal factors affecting the hotel's operations. This macro-level analysis contextualises the potential impact of external pressures on the identified issues. The SWOT analysis defines internal strengths and weaknesses with external opportunities and threats, thoroughly assessing the hotel's present status. 
After the SWOT analysis, a TOWS analysis will recommend strategic actions by connecting internal competencies with external variables, facilitating a focused strategy to reduce weaknesses and leverage opportunities. Ultimately, Porter’s Five Forces will assess the competitive environment, including threats posed by new entrants, the bargaining power of suppliers and customers, the presence of substitute services, and the degree of industry rivalry. These frameworks will direct the formulation of practical recommendations to address the hotel's operational weaknesses and improve its market standing.
Analysis - Detailed Issue Analysis 
Service Quality: Poor Customer Service and Unresponsive Staff
Hotel Terramar received complaints concerning poor service quality, especially regarding staff unresponsiveness and restricted capacity to effectively meet guest needs (TripAdvisor, 2024; Google Reviews, 2024). Research indicates that poor service quality can profoundly affect guest satisfaction and the reputation of hotels. Ali et al. (2017) argue that unresponsive and inattentive staff can reduce guest loyalty and an adverse brand perception. Customer service in hospitality is pivotal in determining the guest experience, as it directly affects customer satisfaction and retention rates (Arslan, 2020). Service failures, including extended wait times, insufficient problem resolution, and unfriendliness, have been demonstrated to diminish guest satisfaction and result in adverse online reviews, further harming the hotel's reputation (Rose and Blodgett, 2016). 
Reviews of Hotel Terramar indicate that the staff showed a lack of interest or indifference towards guest complaints, which violates industry best practices (TripAdvisor, 2024). Effective customer service necessitates proactive engagement, compassion, and prompt responses to client concerns (Zhu et al., 2019). Rectifying these service quality concerns is essential for reinstating guest trust while improving the hotel's reputation.
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Description automatically generated]Facility Maintenance: Broken Amenities and Inadequate Cleanliness
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Description automatically generated]The physical state of a hotel’s services, encompassing functionality and cleanliness, is crucial for guaranteeing guest satisfaction and safety. Hotel Terramar has been reported to experience significant maintenance problems, including defective electrical sockets, inoperative lifts and insufficient bathroom facilities, resulting in a frustrating and uncomfortable guest experience (Google Reviews, 2024). Research demonstrates that inadequately maintained facilities can result in dissatisfaction and decrease guests' propensity to recommend the hotel (Padma and Ahn, 2020). The absence of these fundamental issues indicates operational failure, potentially damaging the hotel's reputation and preventing prospective guests (Pizam and Tasci, 2019). 
The maintenance shortcomings at Hotel Terramar underscore the departure from industry standards for fundamental hospitality infrastructure. Cleaning and maintaining facilities are essential, as guests generally anticipate a high standard of hygiene and functionality in their lodgings (Kim and Han, 2022). Maintaining facilities effectively improves guest satisfaction and reduces risks related to equipment malfunctions and sanitation problems (Öztürk, 2019).
Food and Beverage Quality: Limited Options and Low Quality
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Description automatically generated]Food quality is a fundamental aspect of the hotel experience, particularly in an all-inclusive context where meals frequently serve as a key attraction. Customers of Hotel Terramar often complained of discontent with the cuisine, defining it as insipid, with few vegetarian or vegan selections, and at times stale or cold (TripAdvisor, 2024). Studies indicate that food quality is critical to guest satisfaction and loyalty in the hospitality sector (Ryu and Han, 2010). Superior food offerings connect positively with guest perceptions and may improve the hotel experience (Paulose and Shakeel, 2021).
Hotels serving diverse dietary requirements must provide various food options to avoid alienating specific guest demographics. Moreover, poor food quality can result in unfavourable reviews and discourage prospective guests from making reservations, as dining experiences are frequently perceived as a reflection of overall hotel quality (Fernandes, 2019). Improving meal variety, freshness, and taste to address food and beverage concerns could substantially improve guest satisfaction at Hotel Terramar.
[image: Worst place in caella!]Safety Concerns: Hygiene, Safety Signage, and Broken Facilities
[image: Rusty bathroom fittings]Safety is a fundamental expectation in any hotel; however, reviews reveal that Hotel Terramar exhibits numerous safety-related deficiencies, including unsanitary conditions, absent safety signage, and dangerous infrastructure (Google Reviews, 2024). The perceptions of guests regarding hygiene are frequently correlated with their likelihood to return and recommend the hotel (Alnawas and Hemsley-Brown, 2019). 
The absence of safety signage presents potential dangers, particularly in high-traffic locations such as staircases and restrooms, as indicated in the reviews of Hotel Terramar (Hu et al., 2020; TripAdvisor, 2024). Anichiti et al. (2021) discovered that visible safety protocols and appropriate signage improve guests' perceptions of a hotel's dedication to well-being. Moreover, unsanitary conditions, including unclean restrooms and contaminated linens, create health hazards, undermine guest confidence, and result in adverse word-of-mouth (Souki et al., 2023). Implementing stringent safety protocols and boosting cleanliness would likely improve the hotel's reputation and reassure guests regarding their safety.
Frameworks
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Political: Regulatory Implications Due to Inadequate Safety Standards
The hospitality sector is extensively regulated, especially concerning health and safety regulations. Hotel Terramar's insufficient safety protocols, including absent safety signage and unsanitary conditions, may lead to regulatory repercussions and legal liabilities (Todorov, 2017; TripAdvisor, 2024). Studies indicate that hotels must comply with rigorous safety standards to prevent accidents and safeguard their reputation (Robina-Ramirez et al., 2021). The inability to conform to these standards results in penalties and undermines customer trust, negatively impacting long-term sustainability (Bagga and Khanna, 2014).
Economic: Potential Financial Loss from Declining Customer Retention
Economic factors are essential, as poor service quality and maintenance of facilities can directly result in decreased customer retention. Numerous studies indicate that lousy guest experiences decrease repeat bookings, adversely affecting revenue (Ali et al., 2021; Ali et al., 2017). The reputation of Hotel Terramar has declined due to ongoing complaints regarding service and amenities, likely leading to decreased occupancy rates and potential financial losses. Preserving a high customer retention rate is economically advantageous, as it incurs substantially lower costs than acquiring new customers (Arslan, 2020).
Social: Rising Expectations of Cleanliness and Service in Hospitality
Today's travellers prioritise hygiene and service excellence, which are essential to a favourable guest experience. Post-COVID-19, societal expectations for hygiene standards have grown more severe, and hotels that do not comply with these standards encounter considerable guest dissatisfaction (Jiang and Wen, 2020). The inability of Hotel Terramar to pay attention to these rising standards leads to unfavourable reviews and restricts its attractiveness to discerning customers (Google Reviews, 2024).
Technological: Outdated Amenities like Poor Wi-Fi
Technology in the hospitality sector is increasingly regarded as indispensable. The outdated Wi-Fi and technological amenities at Hotel Terramar do not align with current guest expectations, resulting in decreased satisfaction and a diminished competitive advantage (Cobanoglu et al., 2011). Research demonstrates that technological advancements, including high-speed internet, are essential factors that directly influence guest satisfaction (Bilgihan et al., 2016).
Environmental: Importance of Sustainable and Clean Facilities
Responsibility for the environment is progressively valued in the hospitality sector. Customers are more predisposed to support environmentally sustainable hotels that uphold hygienic standards and sustainable practices (Bohdanowicz, 2006). Poor hygiene and absence of sustainable practices at Hotel Terramar could discourage environmentally-conscious customers, negatively impacting its reputation and attractiveness.

SWOT Analysis 
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Hotel Terramar’s key strength lies in its prime beachfront location in Calella, just a short distance from the Mediterranean Sea. Research highlights that proximity to desirable attractions significantly improves hotel appeal, particularly among leisure travelers (Shoval and Cohen-Hattab, 2001). This location advantage gives Hotel Terramar a competitive edge, as beachfront properties often attract a steady stream of guests seeking coastal experiences, which can help sustain occupancy rates despite service and maintenance shortcomings (Urtasun and Gutiérrez, 2006).
Weaknesses: Maintenance and Service Issues
The hotel's shortcomings are primarily associated with persistent maintenance and service problems, such as malfunctioning amenities, unsanitary conditions, and inadequate customer service, as noted in various reviews (TripAdvisor, 2024; Google Reviews, 2024). Research demonstrates that unresolved maintenance and service problems significantly affect guest satisfaction and retention, resulting in a negative brand image and reduced customer loyalty (Padma and Ahn, 2020). The operational deficiencies indicate insufficient investment in facility maintenance and staff training, both essential for upholding quality standards in hospitality (Pizam and Tasci, 2019).
Opportunities: Potential for Brand Improvement
Although its present difficulties, Hotel Terramar possesses the capacity to further develop its brand by rectifying service quality and facility concerns. Improving brand reputation through superior guest experiences can lead to increased customer loyalty and higher ratings, as evidenced by research on the beneficial effects of quality improvements in the hospitality sector (Gontur et al., 2022). Executing a thorough renovation strategy and training initiative might improve Hotel Terramar's standing as a more respected option in the region, exploiting its locational benefits.
Threats: Rising Competition and Potential Legal Issues
The increasing competition in the Calella region, characterised by an influx of new and contemporary accommodations, compromises Hotel Terramar's market standing. Moreover, legal risks related to possible regulatory infractions concerning safety and hygiene may result in penalties or closures, particularly in light of increased regulatory oversight in the hospitality industry (Rawal et al., 2020). Noncompliance with safety standards or inability to respond to competitive pressures may lead to substantial financial and reputational harm.

Porter’s Five Forces Analysis 
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The hotel sector, particularly in tourist-dense regions such as Calella, faces persistent competition from new entrants. Calella's popularity as a coastal destination is prompting an increase of newer hotels featuring modern amenities and modern design, providing guests with superior comfort and service compared to older establishments such as Hotel Terramar. Dev et al. (2010) demonstrate that new entrants in tourist regions frequently introduce competitive pricing and advanced technology, this in turn appeals to younger, tech-savvy clientele. The ongoing expansion of the hospitality sector in Spain contributes to this threat, as travellers are progressively favouring hotels that conform to modern standards of comfort and cleanliness.
Bargaining Power of Suppliers
The bargaining power of suppliers in the hospitality industry can substantially influence operational costs and quality norms. Hotel Terramar's restricted supplier options in Calella could compromise food quality and amenity standards, as indicated by guest reviews (TripAdvisor, 2024). Alzoubi (2021) claims that hotels with a limited range of suppliers face higher expenses and poor quality of supplies, which negatively impacts customer satisfaction. The constrained negotiating power with local suppliers hampers the hotel’s capacity to procure quality products at affordable prices, especially for basic amenities such as food and sanitation.
Bargaining Power of Customers
The bargaining power of customers in the Calella region increases due to the existence of numerous alternatives and unfavourable reviews for Hotel Terramar, enabling customers to select options with superior reputations (Google Reviews, 2024). Research indicates that higher customer bargaining power compels hotels to improve service quality and provide competitive pricing to maintain customers (Chen et al., 2016). Access to online review platforms allows potential guests to effortlessly compare hotels, leaving Hotel Terramar vulnerable to loss of clients in favour of better-reviewed competitors.
Threat of Substitute Services
Hotel Terramar also faces the threat of substitute services, particularly from alternative accommodations such as Airbnb and other rental platforms. According to Zervas et al. (2017), the rise of Airbnb has significantly affected traditional hotel bookings, especially among younger travelers seeking affordability and authenticity. These alternatives often offer more flexibility, further challenging Hotel Terramar’s ability to attract price-sensitive travelers.
Industry Rivalry
Hotel Terramar confronts the challenge of substitute services, especially from alternative accommodation choices like Airbnb and other rental platforms. Zervas et al. (2017) indicate that the rise of Airbnb has profoundly impacted conventional hotel reservations, especially for younger tourists pursuing cost-effectiveness and real-life experiences. These alternatives frequently provide greater flexibility, ultimately complicating Hotel Terramar's capacity to draw in price-sensitive travellers.
[image: What is TOWS Matrix Analysis: Definition & examples - forms.app]TOWS Analysis
A TOWS analysis for Hotel Terramar develops strategic directions by connecting the hotel's strengths with opportunities, while simultaneously lowers weaknesses and addressing external threats.
Strengths–Opportunities (SO) Strategies
Utilising its prime oceanfront location, Hotel Terramar may increase its appeal by implementing exclusive events and experiences that draw both local and international tourists, including beachside activities and partnerships with local tour operators. This corresponds with the findings of Pine and Gilmore (2013), indicating that distinctive, location-specific experiences may increase brand value and boost guest loyalty. The locational advantage strengthens the potential for raising the brand image by highlighting the hotel’s scenic attributes through focused marketing strategies, which might increase occupancy rates and customer satisfaction.
Weaknesses–Opportunities (WO) Strategies
Resolving the hotel's maintenance and service challenges offers a chance for improvement and market distinction (Chan et al., 2001). Investing in facility renovations and staff training programs helps the hotel to conform to industry standards, as indicated by Kim and Han (2022), who believe that quality improvements increase the experience of guests. Furthermore, modernising amenities and implementing upgraded room services might turn perceived weaknesses into opportunities for brand improvement.

Strengths–Threats (ST) Strategies
Hotel Terramar may reduce the risk of increasing competition by exploiting its prime beachfront location and providing distinctive services that set it apart from nearby options. Implementing loyalty programs for returning guests may improve customer retention and mitigate competitive threats (Shoemaker and Lewis, 1999). Furthermore, strengthening safety and hygiene protocols might reduce regulatory risks while simultaneously improving its reputation as a secure and appealing destination.
Weaknesses–Threats (WT) Strategies
To reduce the risk of guest dissatisfaction caused by operational mistakes, Hotel Terramar should prioritise prompt maintenance upgrades that conform to fundamental hospitality standards. Immediate improvements, such as replacing defective equipment and resolving hygiene issues, might prevent additional reputational harm and legal complications, as indicated by Pizam and Tasci (2019). This strategy minimises existing vulnerabilities while reducing susceptibility to external risks.

Proposed Recommendations
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Description automatically generated]Staff Training Programs: Improve Customer Service and Response
To improve customer service quality, a crucial factor in guest satisfaction, Hotel Terramar should establish extensive staff training programs. Research highlights that employee proficiency and customer-oriented conduct greatly influence guests' perceptions of value and service excellence (Peter, 2018). Guests have indicated occurrences of staff indifference and insufficient responses to concerns, indicating a necessity for training in communication abilities, empathy, and problem-solving (TripAdvisor, 2024; Google Reviews, 2024). 
Catro-Casal, Vila-Vazquez, and Pardo-Hayoso (2019) state that customer service training strengthens employees' capacity to address guest needs promptly and professionally, which boosts reliability of service and responsiveness. Furthermore, Baum (2007) contends that hospitality training focused on cultural sensitivity and diverse guest expectations is essential in international tourism, allowing staff to effectively manage diverse guest preferences and complaints. Regular training updates may maintain elevated service standards by reinforcing the significance of service excellence and promoting a guest-centered approach, which helps improve guest loyalty and the hotel's reputation.
Facility Upgrades: Address Maintenance Issues and Cleanliness
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Description automatically generated]The quality of facilities is essential for a favourable hotel experience, especially regarding cleanliness and maintenance. Guest feedback indicates persistent maintenance problems at Hotel Terramar, such as malfunctioning amenities, substandard sanitation, and insufficient facility maintenance (Google Reviews, 2024). Research conducted by Parasuraman et al. (1988) demonstrates that dependable and well-maintained facilities are crucial for fulfilling guests' basic service expectations, as they reflect a dedication to quality and guest satisfaction. 
Protocols for cleaning and maintenance must be improved to meet increased cleanliness standards, as highlighted by Souki et al. (2023), who discovered that cleanliness in facilities, particularly in bathrooms and communal areas, significantly influences guest satisfaction. Establishing a proactive maintenance system, including regular inspections and prompt repairs for defective amenities, could reduce additional guest complaints and decrease expensive replacements (Cobanoglu et al., 2021). By executing comprehensive daily cleaning protocols and incorporating quality assurance evaluations, Hotel Terramar can resolve cleanliness and maintenance issues, and thus deliver an environment that satisfies the higher post-pandemic standards for hygiene and maintenance (Jiang and Wen, 2020).
Food Quality Improvement: Improve Food Variety and Quality
Food quality is a vital factor influencing guest satisfaction, especially in all-inclusive or resort-style facilities where dining is a primary focus. Customers repeatedly expressed discontent regarding the restricted and frequently subpar culinary selections at Hotel Terramar (TripAdvisor, 2024). Ramanathan's research (2011) indicates that food quality affects guests' value perception and significantly influences their likelihood of returning. Guests anticipate diversity, freshness, and dietary alternatives that suit diverse preferences, necessitating hotels to provide a broader range of high-quality food options. 
By procuring local, fresh ingredients and diversifying its menu, Hotel Terramar can improve the guest dining experience, aligning with modern trends in health-conscious and sustainable gastronomy (Roday et al., 2014). Furthermore, implementing feedback mechanisms, such as guest surveys or comment cards, helps the hotel to continually evaluate satisfaction with food offerings and make necessary adjustments (Ryu and Han, 2010). This proactive approach to upgrading the dining experience elevates guest satisfaction and acts as a unique attribute, differentiating Hotel Terramar from competitors with comparable services (Paulose and Shakeel, 2021). 
Safety Protocols: Implement Proper Signage and Safety Measures
[image: Ten Reasons We Need Health & Safety Signs]A secure environment is essential in the hospitality sector, as customers depend on hotels to uphold safety protocols that prevent accidents and manage emergencies. Hotel Terramar received complaints regarding insufficient safety signage and lacking preparedness for emergencies, potentially exposing guests to unnecessary dangers. (Google Reviews, 2024). Rawal et al. (2011) claim that unwavering compliance with safety standards and conspicuous safety measures are crucial for fostering guest confidence and fulfilling legal obligations.
Pizam and Tasci (2019) indicate that extensive safety protocols, such as multilingual signage, clear exit markings, and frequent safety drills, are essential for creating a secure environment. Hotel Terramar must put visible signage for emergency exits, hazards, and sanitation stations throughout all guest areas, ensuring multilingual accessibility for international customers. Furthermore, the routine inspection and maintenance of fire safety equipment, including alarms, fire extinguishers and emergency lighting, is imperative. Implementing these protocols, in conjunction with regular safety audits, can mitigate potential risks, improve the hotel's reputation, and assure guests of their safety during their stay (Wilks et al., 2004).

Change Management Strategy
[image: Impact of Staff Appreciation on Enhancing Hotel Work Environments - Dream  Jobs]Staff Engagement: Encourage Staff Participation in Changes
Engaging staff in implementing changes at Hotel Terramar is essential for securing their cooperation and commitment. Research indicates that engaging employees in organisational changes cultivates a sense of ownership, which helps improve their adaptability to new practices and raises overall morale (Armenakis and Harris, 2009). Utilising a participative approach helps the hotel ask for employee feedback on implementing changes, thus improving acceptance and reducing resistance (Lewin and Russ, 2012).
A competent strategy involves conducting regular meetings and workshops for staff to reflect on proposed changes, express concerns, and provide suggestions. This method corresponds with the findings of Whelan-Berry et al. (2003), who believe that interactive communication channels are essential for encouraging staff participation. Moreover, incentivising involvement through recognition programs and rewards for proactive participation may reinforce a favourable perspective on the changes (Bailey and Lumpkin, 2023). The hotel could implement an “Employee of the Month” program that acknowledges contributions to improvement initiatives, which would encourage active engagement. By maintaining consistent communication while motivating participation through incentives, Hotel Terramar can foster a supportive atmosphere for change, resulting in a smoother transition and improved staff retention rates.

[image: IGCSE ICT - Implementing the New System | IGCSE ICT]Timeline and Implementation: Phased Implementation for Changes

Adopting a gradual change implementation strategy permits Hotel Terramar to tackle its fundamental issues systematically without overloading staff or disrupting operations. Sachdev and Chakravarty (2020) assert that phased implementation improves the success rates of change by facilitating incremental adjustments and allowing for evaluation of each stage before progression. For Hotel Terramar, an incremental timeline may commence with immediate, high-impact modifications, such as correcting fundamental maintenance and sanitation concerns, which can produce swift benefits while improving guest satisfaction quickly.
After this initial stage, the hotel can start staff training and improvements to safety protocols, necessitating additional time and resources for effective implementation. Research indicates that deconstructing intricate change initiatives into smaller components improves the concentration and quality of each stage (Roodbari and Olya, 2024). Afterwards, extended projects, including menu diversification and facility improvements, may be planned for the next steps, facilitating budget allocation and modifications based on feedback from prior stages. By implementing this phased strategy, Hotel Terramar may reduce potential operational disruptions, assess progress at each phase, and guarantee that changes are seamlessly incorporated into daily operations. Measurement of Success
Customer Feedback Surveys: Regular Monitoring of Guest Satisfaction
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Hotel Terramar should consistently collect and analyse guest feedback through structured surveys to evaluate the efficacy of implemented modifications. Research demonstrates that customer feedback surveys are essential for pinpointing areas for improvement, as they reflect customers' immediate experiences and perceptions (Barsky and Nash, 2002). Surveys may be conducted at checkout or via follow-up emails, allowing guests to provide feedback on critical elements such as service quality, cleanliness, dining experience, and overall satisfaction. Research indicates that participants are more inclined to engage with concise, focused surveys incorporating quantitative assessments and open-ended enquiries for complete feedback (Gilbert and Horsnell, 1998). 
A monthly examination of survey outcomes will allow the hotel to monitor satisfaction trends and identify any persistent issues necessitating intervention. Comparing pre- and post-implementation feedback, Hotel Terramar may identify areas of improvement and those requiring additional modifications. Moreover, utilising guest feedback for iterative modifications corresponds with the observations of Pizam et al. (2016), who claim that continuous improvement in hospitality depends on proactive guest involvement. This method exemplifies a dedication to quality and cultivates favourable relationships with guests by indicating that their feedback is valued and utilised to improve their experiences.


[image: Luxury Hotel Suite Cleaning Processes in Chicago, IL]Service Quality Audits: Conduct Maintenance and Service Quality Audits
Alongside guest feedback, internal service quality audits are crucial for guaranteeing the consistent implementation and ongoing upkeep of changes. Regular audits help Hotel Terramar to objectively evaluate its compliance with cleanliness, maintenance, and safety standards, providing a benchmark for continual improvement (Enz and Siguaw, 2000). Audits must be carried out by qualified quality control workers who carefully examine rooms, common areas, restaurants, and safety procedures. A systematic checklist can facilitate the full coverage of all relevant areas, allowing the hotel to detect and fix deficiencies promptly.
Service quality audits are especially beneficial in the hospitality sector, where operational standards must be consistently raised to guarantee customer satisfaction (Parasuraman et al., 1988). Studies indicate that regular internal audits increase staff accountability and assist management in identifying operational inefficiencies that may not be evident just from guest feedback (Roland, 2006). Moreover, unknown "mystery client" reviews may provide impartial insights into the guest experience, allowing Hotel Terramar to determine the effectiveness of their service improvements in practical situations. Integrating these audits into everyday operations enables the hotel to continuously comply with its quality standards, resulting in a more reliable and satisfying guest experience.
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Implementing the recommended improvements at Hotel Terramar requires a detailed budget in pounds to finance staff training, facility repairs, upgrades, and upgrades in food safety protocols. Each section below defines the anticipated costs in pounds.
Staff Training Programs
The anticipated cost for staff training focused on improving customer service skills, conflict resolution, and cultural sensitivity is approximately £8,600. This budget covers initial training and periodic refresher sessions, which are essential to maintain high service standards and minimise staff turnover by encouraging a guest-centered approach (Baum, 2007; Worsfold et al., 2016).
Facility Repairs and Upgrades
The projected price for immediate repairs and upgrades to resolve maintenance and cleanliness issues is £25,800. This budget includes the necessary fixes (e.g., replacing damaged fixtures and renovating common spaces) and adopting contemporary cleaning protocols to comply with post-COVID hygiene standards (Padma and Ahn, 2020; Jiang and Wen, 2020).
Food and Beverage Improvements
Improving the quality and variety of food options requires approximately £12,900. This involves procuring fresh, local ingredients and expanding the menu selections to meet various dietary requirements, improving the guest experience (Fernandes, 2018; Goswami, 2011).
Safety Protocol Implementation
Implementing improved safety protocols, including emergency signage and routine safety inspections, is projected to incur a cost of approximately £4,300. This budget includes multilingual signage, maintenance of safety equipment, and regular audits to guarantee guest safety, responding to primary issues highlighted in guest feedback (Wilks et al., 2004).
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	Service Quality
	Staff Training
	Improved customer satisfaction
	3 months
	12/02/2025
	£8,600

	Facility Issues
	Facility Maintenance
	Improved guest experience
	6 months

	12/05/2025
	£25,800

	Safety
	Install Safety Protocols
	Improved safety standards
	2 months
	12/01/2025
	£4,300



Details of the Action Plan
Service Quality
The main concern regarding service quality at Hotel Terramar is caused by insufficient staff responsiveness and deficient guest relations skills, as shown by guest reviews. 
Create an effective staff training initiative centred on customer service, conflict resolution, and empathy in guest engagements. 
This solution improves customer satisfaction by allowing staff to handle guest requests and complaints successfully, resulting in a more favourable guest experience and increased loyalty. 
Time Scale: The training program is scheduled for implementation over 3 months, ending on 12th February 2025. 
Planned Budget: £8,600.

Facility Issues
Guest dissatisfaction has been associated with maintenance deficiencies, including malfunctioning amenities and poor cleaning. 
Implement facility upgrades, comprising repairs to essential amenities, renovation of common areas, and improvement of sanitation procedures. 
These changes seek to deliver a better guest experience, as facilities are held to the necessary standards of comfort and cleanliness. 
Time Scale: The overall effort will last for six months, concluding on 12th May 2025. 
Planned Budget: £25,800.

Safety
Reported safety concerns caused by limited signage and the absence of safety protocols have raised potential risks. 
Implement and install detailed safety protocols, including multilingual safety signage, regular maintenance of safety equipment, and systematic safety audits. 
This initiative seeks to increase guest confidence in the hotel’s dedication to safety, which will boost its reputation as a secure and dependable accommodation option. 
Time Scale: The safety protocols will be fully implemented within two months, with a Completion Date of 12th January 2025. 
Planned Budget: £4,300.







Conclusion 
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Description automatically generated]This report identified significant operational challenges at Hotel Terramar, including poor service quality, insufficient facility maintenance, inferior food and beverage offerings, and safety issues, which negatively impact guest satisfaction and the hotel's reputation. Factors including unresponsive staff members, insufficient instruction, malfunctioning amenities, cleanliness deficiencies, restricted food options, and missing safety protocols negatively impact customer retention and present potential safety hazards and legal liabilities.
In response to these issues, Inspire Hospitality Group has suggested specific measures: training staff to improve service quality, updating facilities to guarantee cleanliness and functionality, expanding food selections with locally sourced ingredients, and increasing safety protocols through clear signage and routine equipment maintenance. These recommendations, backed by industry research and a systematic change management plan, seek to improve guest satisfaction, boost occupancy, and fortify the hotel’s competitive position.
Transparent communication between management and staff will be essential in formulating a realistic and effective strategy. By prioritising service excellence and operational improvements, Hotel Terramar may strengthen its status as an increasingly popular choice for travellers.
Inspire Hospitality Group advocates for periodic evaluations to ensure these modifications align with industry trends and guest expectations. The team is dedicated to helping Hotel Terramar with ongoing improvements, guaranteeing the hotel's competitiveness and durability in the changing hospitality sector. Inspire Hospitality Group expect future opportunities to support these initiatives.
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