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[bookmark: _Toc128417014]Executive Summary
This report will evaluate the issues affecting Britannia Adelphi Hotel in Liverpool and recommend changes to overcome these challenges. This hotel is one of the pioneer hotels in the United Kingdom and has maintained its status and design. The hotel is characterised by traditional interior décor and painting. The hotel has maintained its existence due to providing quality products and services. However, over the last five years, this hotel has received poor ranking and reviews from clients and consumer groups surveys. Various aspects of the quality products and services of the hotel do not match clients’ expectations. One of the issues that affect the hotel’s performance is uncleanliness. The hotel staff ensures the cleanliness of minor areas, such as floors, walls, windows, and some furniture, giving clients an uncomfortable experience. The hotel also faces the challenge of old and unrepaired facilities. The hotel has operated for many decades, making some facilities dilapidated. For example, broken water taps and windows make the guest rooms not satisfy clients. The hotel also has the issue of pricing and delivering value for money to clients. Client feedback shows the hotel’s prices are high because the products and services do not match their quality expectations. Lastly, the hotel has a negative brand image due to negative ranking and feedback from clients and consumer groups. These issues expose the hotel to competition because competitors offer products and services that have high quality and at affordable prices. In addition, the hotel is experiencing a decline in sales because clients prefer competitors’ products and services. Therefore, the hotel requires changes that will address these issues.
The analysis of the hotel using SWOT and PESTEL analysis tools has given an insight into the possible causes and potential solutions to these issues. The SWOT analysis evaluated the hotel's internal business environment to identify factors that are within the hotel's control. The hotel has notable strengths, including; a traditional design and interior décor, adequate personnel, adequate compound and rooms to accommodate many guests, a strategic location at the heart of Liverpool, and diverse products and services. The company also has some weaknesses that affect its performance. First, the company has not embraced modern trends, and ageing and unrepaired facilities also affect the hotel, unclean environment, and high pricing of products and services. In addition, the hotel has various untapped opportunities, including leveraging its online system to boost sales and marketing, using its traditional design as a branding element, using its large compound and many guest rooms to benefit from economies of scale, renovating and replacing old facilities, and diversification of products to accommodate international clients. 
The report further draws conclusion on the treats faced by the company. First, competitors take advantage of its high pricing and poor-quality products and services. The hotel also suffers the effects of COVID-19 due to changes in travel patterns. The negative rankings and reviews by clients and consumer groups also taint the hotel's reputation. The analysis of the external environment using PESTEL shows various hurdles that affect the hotel. The political climate affects the hotel due to changes in regulations. The economic environment also affects the business due to price fluctuations and inflation. The social environment is favourable for the business despite complaints from clients. The hotel also benefits from technology to improve production and service delivery efficiency. The hotel practices are also favourable because they do not negatively affect the environment. Lastly, the hotel incurs costs for compliance with regulations in the hotel industry.
The analysis of the hotel using the TOWS tool shows that its internal strengths are sufficient to exploit opportunities and overcome threats and weaknesses. Therefore, the organisation should implement changes that capitalise on its strengths. The hotel should train its employees to improve the quality of products and services. The hotel should also make renovations and replace ageing facilities to give it a new look. Thirdly, the hotel should use its ample space to accommodate many guests and exploit economies of scale through price reduction. Lastly, the hotel should rebrand to influence clients’ perception of the quality of goods and services.
The hotel should take various steps to actualise the proposals given in the report. First, the management should evaluate employees' skills to determine areas of gaps suitable for training. Secondly, the management should collect price data from competitors and customer feedback to determine fair product and service prices. Thirdly, the organisation should assess the repairs and replacements required to give the hotel a new image. Fourth, the organisation should develop a marketing campaign to create awareness of changes to influence clients' perceptions of its products and services. Lastly, the organisation should budget for the changes and initiate implementation.
Overall, the hotel's issues are caused by a lack of appropriate management strategies. The management has not implemented changes to align the hotel's products and services with market trends. The hotel will experience improvement in performance due to changes in brand image, product and service quality, and renovation and replacement of old facilities.



[bookmark: _Toc128417015]Introduction
This report aims to evaluate the performance of Britannia's Adelphi Hotel and propose how to improve the performance. The choice of this hotel is due to its negative ratings by consumers and poor financial performance. A survey conducted by the consumer champion has identified various reasons that make the hotel among the most poorly rated by clients. Parveen (2022) noted that the significant issues contributing to poor customer satisfaction in this hotel are cleanliness, customer service, bed comfort, and value for money. The negative ratings of the hotel in all these elements of customer satisfaction show the company's weaknesses in hotel management in an era where the industry is experiencing stiff competition to deliver quality services and experiences for clients. Ali et al. (2021) note that customer satisfaction depends on the quality of service and performance. The report will identify how the company can address these issues to improve its consumer rating and financial performance. This report will focus on the core issues of cleanliness, quality services, product diversification, and customer satisfaction. Analysing the organisation's performance requires tools and data that will influence the identification of solutions and propose changes. The SWOT and PESTEL analysis tools are utilised to evaluate the hotel’s current position and propose solutions to current issues. 
Unal et al. (2022) indicate that a SWOT analysis evaluates an organisation's strengths, weaknesses, opportunities, and threats and how they contribute to failure or success. Notably, customer satisfaction in the hospitality industry heavily depends on a company's ability to utilise its resources to achieve customer satisfaction. Carlo (2021) highlights that the PESTEL analysis tool will help evaluate an organisation's performance and rating to the external political, economic, social, technological, environmental, and legal factors that affect service delivery. The external business environment factors are important because they influence or limit the performance of an organisation. The SWOT and PESTEL analysis help identify operational challenges and gives consultants ideas of the changes required to create a positive change. This report will offer insights on what steps the organisation's management should take depending on their budget and objectives.
[bookmark: _Toc128417016]

Scope & Analysis
[bookmark: _Toc128417017]Britannia Adelphi Hotel 
The Britannia Adelphi Hotel is one of the establishments under Britannia Hotels company located in Liverpool, England. The building hosting this hotel is historically significant because of its traditional art and deco, making it unique in the town. This building is also a landmark because it dates back to 1914 (Britannia Hotels, n.d.). The hotel is located at the intersection between Adelphi and Lime streets, influencing its name Adelphi Hotel. This location makes it strategically positioned for access from all city directions. This hotel has a capacity of 402 guest rooms, characterised by luxurious suites and standard single rooms (Britannia Hotels, n.d.). The rooms have internet access, television, en-suite bathrooms, and tea and coffee-making machines. However, these rooms have different views of the city or the hotel’s courtyard, giving guests a unique experience. 
The hotel offers clients diverse dining options, including Crompton’s restaurant, which offers British and international meals (Britannia Hotels, n.d.). The hotel also has Jenny’s Restaurant, which offers a carvery lunch and a buffet breakfast in addition to a Wave Bar, which provides a variety of cocktails and snacks. Lastly, the restaurant has the pacific lounge, which offers a quiet and relaxed atmosphere and serves tea and light bites. In addition, the hotel also offers a gym, swimming pool, and steam room to enhance service diversification. The hotel is also suitable for meetings and conferences, with spaces accommodating approximately 800 guests (Britannia Hotels). The product and services offered by the restaurant have enabled it to achieve significant success over the years, making it a unique hotel for local and international guests. However, the hotel has maintained its identity by offering the same products and services, which may not resonate with the current trends and consumer expectations (Britannia Hotels, n.d.). Overall, this restaurant has created a positive brand and attracted loyal customers, giving it the potential to experience better results by implementing new business strategies.
Although Adelphi Hotel has a positive reputation from a significant share of its clients, there are instances when it gets negative reviews. The hotel was rated as one of the best in the country, but reports from various research companies imply that it has low ratings compared to its competitors (Hiscott and Flanagan, 2022). Research conducted by a consumer group in the United Kingdom shows that the hotel is among the most poorly rated in the region. According to Bookings.com, clients rated the hotel 5.6 out of 10 (Nicholson, 2022). The results released in November 2022 ranked Britannia Hotels as the worst hotel for the 10th consecutive time. Similarly, the hotel had a 56% rating for significant aspects of hospitality, including value for money, customer service, food, bed comfort, and cleanliness (Nicholson, 2022). This research summarised feedback from over 4,500 clients who stayed in the hotel room for at least a day. This rating implies significant gaps in the delivery of services and products. According to Filieri et al. (2021), news about the negative rating has adverse effects on the hotel’s sales due to the focus on quality by guest sourcing for hospitality services. Further details from the consumer groups indicate that the restaurant was negligent about clients’ experience during their hotel stay. These customers also questioned the value for money because the price per night was at least £99 (Nicholson, 2022). 
According to the survey, Premier Inn’s best-performing hotel charged £66 per night, raising doubt about the value of money from Adelphi hotel. Although the hotel prides itself as a modern hotel, the style of the rooms and food are traditional and do not satisfy the needs of clients seeking current trends. Traditional beds, seats, paintings, and designs may not be suitable for a restaurant that markets its products and services as modern. Data from TripAdvisor also shows that Adelphi Hotel has poor customer service due to client feedback. TripAdvisor ranks Adelphi Hot at 113 out of 118 hotels in Liverpool (TripAdvisor, n.d.). This rating has negatively affected the hotel’s online booking sales because clients prioritise the price rates when booking hotels and destinations. The negative feedback from different media has profound effects on the ratings of the hotel. Park et al. (2021) note that the hospitality and tourism industry highly depends on feedback, reviews, and perception about the quality of services and products an organisation offers. Therefore, the negative information about the organisation’s service delivery requires interventions to align it with the taste and preferences of consumers.
[bookmark: _Toc128417018]Adelphi Hotel’s SWOT Analysis 
A SWOT analysis gives an overview of the hotel's strengths, weaknesses, opportunities, and threats to inform strategic decisions that enhance its performance. The strengths include the hotel's internal elements that enable it to achieve its mission and gain competitive advantages. The weaknesses are the hotel's elements that limit its performance and contribute to poor quality services and products. Opportunities are untapped investments that an organisation can exploit to improve its competitiveness and performance. Lastly, threats are external elements that adversely affect the performance of an organisation. The table below summarises the strengths, weaknesses, opportunities, and threats of Adelphi Hotel Liverpool.

	Strengths
· Historical building that has architecture and décor that attracts clients (Hotels.com).
· Experienced personnel who understand trends in the hospitality industry.
· Strategic positioning at the heart of Liverpool, making it close to potential clients (Hotels.com). 
· Large compound to accommodate about 800 guests for outdoor events (Hiscott and Flanagan, 2022).
· Online presence to promote online sales and international bookings. 

	Weaknesses
· A traditional set up that does not align with the changing consumer trends. 
· Prices relatively higher compared to other hotels in the area.
· Negative publicity due to poor ratings in delivering hospitality services and products (Travel Republic). 
· Maintenance challenges and aging facilities lowers quality of service (Headley, 2022). 
· Limited product and service customisation due to organisational culture. 


	Opportunities
· The hotel can leverage online marketing to increase international clients.
· Product diversification and new packages to attract different local market segments, such as families and businesses. 
· Investing in modern facilities and renovating the premise to align with modern trends. 
· Branding the hotel as a traditional hospitality organisation that offers products and services that match traditional setting. 

	Threats
· Negative rating from consumer group surveys.
· Competition from other hotels that offer superior products at lower prices.
· The effects of COVID-19 have reduced the number of s in hotels (Ntounis et al., 2022).
· The changes in global travel patterns and tourism policies adversely affect the organisation’s performance. 
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The PESTEL analysis tool evaluates an organisation's external environment. The external environment comprises essential factors affecting a company beyond the organisation's control. These external business environment factors include political, economic, social, environmental, technological, environmental, and legal aspects. Although an organisation may have appropriate internal environment elements to enhance performance, external environment factors may impede performance adversely. Therefore, an organisation should screen the external environment using the PESTEL framework to develop appropriate strategies to improve performance. The table below outlines Adelphi Hotel's PESTEL analysis.
	Political Environment
	· Changes in laws affecting hotels affects the strategic plans of the hotel (Howarth and James, 2020).
· Brexit significantly impacted businesses because it affected trade regulations in United Kingdom (Feldmann and Morgan, 2021). 
· The political tension in Europe influenced by Russia-Ukraine war affects tourism and hospitality sectors (Mbah and Wasun, 2022). 


	Economic Situation
	· The strengthening of the dollar against the Pound affects the price of imported supplies (Dogru et al., 2019). 
· The effects of COVID-19 have persisted, making the cost of doing business high amidst declining clients (Ozili and Arun, 2023). 
· Global inflation has adversely affected the cost of living, reducing the number of guests in the hospitality industry (Vrkjan et al., 2019).

	Social Factors
	· Changes in consumer taste and preferences affects demand for most of the products offered in the hospitality industry (Kim et al, 2022). 
· Access to online shopping platforms affects consumer consumption behaviour (Dsouza and Sharma, 2021). 
· High population accessing Liverpool provides adequate target market for hotels in the city.
· United Kingdom offers adequate qualified professional to serve in the hotel and hospitality industry (Zientara et al., 2022). 


	Technology Environment
	· Availability of modern technology to improve product and service delivery in the hospitality industry (Kansakar et al., 2019).
· Digital technology offers an affordable channel to market products. 

	Ecological Elements
	· The global debate about environmental sustainability requires hotels to align their processes with environmentally friendly practices. 
· Consumers are concise about impact of organisation on the environment (Han, 2021). 

	Legal Matters
	· Compliance with legal and safety standards is important but increases the operational costs (Tan and Despotis, 2021).
· Violation of laws in the hotel and hospitality industry attracts stiff penalties.





Analysis and Discussion
The analysis of Adelphi Hotel and reviews from clients highlights significant issues that adversely affect the organisation's performance. The major hotel management issues identified from the analysis are poor bed comfort, lack of value for money for clients, uncleanliness, old and unrepaired facilities, high pricing of products and services, and limited variety of products and services. The internal organisational processes have contributed significantly to these issues, while some may be due to problems in the external business environment. The organisation's management should implement changes that address the issues to improve the ranking and review of the hotel by clients and consumer groups.
[bookmark: _Toc128417021]Adelphi Hotel’s Issues
[bookmark: _Toc128417022]Uncleanliness
Health and safety are prerequisites for hotels to protect the health and safety concerns of the clients. However, negative rankings and reviews of the hotel indicate the uncleanliness of the hotel’s compound, hotel rooms, and bedding (Foods Standards Agency). Cleanliness is the most basic service in a hotel because it requires minimal resources and staff training. An incidence of uncleanliness in hotels results in a negative rating, adversely affecting client satisfaction during their stay or visit. Uncleanliness in a hotel does not mean significant dirt but minor cleanliness issues, such as stains on the floor, bedding, walls, and compound. The Adelphi Hotel is famous and requires cleaners to ensure that they satisfy the cleanliness requirements for clients as required by health and safety regulations. The hotel maintains adequate hygiene in most facilities, rooms, conference halls, and compounds. The hotel has maintained its status as a leading hotel in the United Kingdom, but some changes to these minor cleanliness issues would give it a better image. The images below highlight the uncleanliness of the hotel, posted by some unsatisfied guests. 
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	Stains on the hotel’s wall (Diebelius, 2015)
	Stains on the hotel’s window (Diebelius, 2015)
	Stains on the hotel’s furniture (Diebelius, 2015)
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Bed comfort is essential for clients staying in the hotel. Hotels should have beddings that offer adequate comfort for guests. Therefore, the hotel should procure quality brandings that deliver guests the best experience and comfort. Adelphi Hotel offers different categories of rooms depending on the client's budget. The most affordable rooms are en-suite rooms with a single bed and executive rooms with presidential packages. The difference in the pricing of rooms also affects the type of beds and bedding offered to clients. Executive packages offer unmatched bed comfort, while other rooms may have low-quality beddings that adversely affect bed comfort. However, some clients have indicated that Adelphi Hotel's beds do not offer adequate comfort due to rough bedding, stained bedding, and shaking beds. Complaints about bed comfort mainly came from clients who booked cheap single rooms and may need better bedding. The hotel has old beds and bedding in some of the rooms, affecting the quality of bed comfort.  
[bookmark: _Toc128417024]Old and Unrepaired Hotel Facilities
The Adelphi Hotel is one of the oldest in the United Kingdom, making it have old designs and facilities. The hotel has maintained its old design and identity because it differs from all regional hotels. Some clients, especially regular members, highlight the traditional design of the hotel as one of their preferences. The hotel design also appeals to some market segments, especially clients above 35 years. Although the old design gives the hotel a unique identity, it requires renovations and new facilities to satisfy the client’s needs. Clients have given negative feedback to the hotel because some beds and chairs are broken, walls, doors, and windows have peeling paint, rust, stains, broken taps and leaking pipes, and faulty bathroom water systems. The hotel’s facilities have major functionality issues, requiring repairs or replacement to offer appropriate services. 
 [image: A tap head which Ell Wilson said had fallen off in the bathroom of her hotel room at the Adelphi]
Broken tap handle at Adelphi Hotel (Rane, 2021)
Lack for value of money and high pricing of products and services:
One major factor affecting hotel ratings is the pricing of products and services. Clients book hotels’ products and services depending on their expectations about products and service quality. Therefore, a client’s feedback on value for money depends on how much a hotel satisfies their need. Adelphi Hotel prices are relatively lower than other hotels in the town, giving it a price advantage. Although a client may not complain about the quality of products and services, pricing may affect their perception of a hotel. The price of Adelphi’s products and services is relatively higher than its competitors in the exact location. For instance, Adelphi’s pricing for a room for one night is £68, as indicated in their online booking platform (Britannia Hotels). This price is high because the hotel has not improved its facilities and product offers to match the trends in modern hotels. The hotel’s status and customer experience require it to lower its prices to match its quality levels.
[bookmark: _Toc128417025]Limited Variety of Products and Services
Customer satisfaction in the hotel and hospitality industry depends on product diversification. Specifically, customising products and services to satisfy clients’ needs is essential to product and service diversification. Although clients seeking extended stays in the hotel may get customised services and products, there is a limitation of products and services customisation for customers seeking products and services within a limited time. The hotel specialises in British and some international dishes that have high demand in the area of operation. International clients visiting the hotel may experience dissatisfaction due to limited product and service offers. 
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The service industry is changing, with organisations adopting new methods and technologies to enhance performance. Similarly, hotels are also experiencing tremendous developments in the delivery of services and products to achieve competitive advantage and improve customer experience. However, the success of applying new methods and technologies in hotels depends on employee skills and competence. Therefore, training and development are essential to enhancing the quality of services and products in a hotel setting. Ozkeser (2019) notes that training employees improves the effectiveness of an organisation and adds value to employee motivation. Adelphi Hotel's employee retention program allows employees to work in the restaurant for an extended period. However, retaining employees for a long period and not providing training on new developments limits the hotel's ability to implement new ideas and changes. Adelphi Hotel should prioritise training on various aspects of products and service delivery, including cleanliness, customer service, and product diversification. The hotel should use an on-the-job training approach because it allows employees to learn at their workplaces and get practical guidance on performing various tasks (Murtiningsih, 2020). In addition, training employees about cleanliness and customer service may involve senior employees who understand the best practices and industry requirements. Cleaning job in hotels is primarily done by young employees who may need to gain adequate skills in some aspects of cleanliness. Training in these manual tasks requires limited resources, making them easy to implement. In addition, the organisation should pay for professional courses for specialised services, such as chefs. Dishes and cocktails comprise a significant element of customer satisfaction. The hotel should have chefs who understand how to prepare various international dishes to increase international guests. Yeswa and Ombui (2019) note that the hotel industry is dynamic, and employees require training to align their skills and knowledge with the new trends. Changes in the industry make some traditional practices or facilities compromise the delivery of services and products. Employee training is a continuous process, requiring the organisation to adopt a culture of learning and training to maintain a high quality of products and services (Hendri, 2019). Therefore, the hotel management should evaluate its employees to identify their weaknesses and develop a training program.
[bookmark: _Toc128417028]Competitive Pricing Strategy
Another management approach that would address pricing issues and value for money is changing the organisation’s pricing strategy. Although Adelphi Hotel’s prices are within the market average for different products and services, the company should have flexible prices to attract diverse market segments. According to Girish (2019), pricing and non-pricing strategies are used to accommodate consumers with mixed product and service specifications. Adelphi hotel has a menu and price list for services, making it rigid in accommodating consumers with diverse needs for products and services not specified by the organisation. Consequently, the organisation loses clients who do not consume the available products and services. In addition, some clients consume alternative products, which may result in dissatisfaction (Faraj et al., 2021). In addition, flexible pricing methods allow organisations to exploit the seasonal increase in development and service demand. During off-peak seasons, such as summer and winter, the hotel should use offer pricing by giving clients discounted prices for products (Shin et al., 2021). For instance, the hotel should reduce room prices by at least 25% to attract clients. During this period, hotels experience low sales. During peak seasons such as Christmas and Easter, the hotel should apply premium pricing to maximise its profit and overcome financial challenges encountered during the off-peak season. The hotel should also engage clients to understand their price expectations to determine appropriate pricing (Yusuf et al., 2019). Adelphi hotel should also align its prices with that of competitors. The hotel should price products slightly below competitors to benefit from economies of scale. Overall, Adelphi Hotel’s product and service prices are relatively higher than its competitors, requiring pricing models that reduce expenses and give consumers value.
[bookmark: _Toc128417029]Rebranding 
Adelphi Hotel brands as a traditional hotel depending on the hotel’s design and its décor. This unique brand has enabled people to identify the hotel as an indigenous hotel that serves products that align with British culture. The hotel has maintained the same design and theme since the 1950s. According to Sota et al. (2020), however, the changing trends and consumer preferences do not accommodate some traditional designs and themes. The management should develop a strategic plan to change its design and décor. First, the hotel requires paintwork and renovation of the building. Minor issues, such as stains on the wall and faded paint, require urgent intervention because they affect the consumer experience (Ubeda-Garcia et al., 2021). Giving the building a new paintwork would give a consumer a feeling of change and expect better products and services. In addition, the hotel should replace the old furniture and facilities with modern ones. Broken beds, chairs, taps, and old facilities require replacement with new ones that will make the hotel align with the trends in the hotel industry. Kim Y and Kim H (2022) notes that hotels should also diversify its products and services to improve customer service and satisfaction. Lastly, the hotel should have a marketing campaign to engage consumers to strengthen the relationship and communicate the new products and services (Khmiadashvili, 2019). The negative information about the hotel requires a marketing campaign to change people’s perceptions and attitudes about its products and services. Ibrahim et al. 2020 found that rebranding is a practical approach to improving an organisation’s performance because it creates a paradigm shift about what consumers think about a product. Therefore, Adelphi Hotel should rebrand to influence consumer perception and attitude towards its products and services.
[bookmark: _Toc128417030]

Findings & Results
This section discusses the findings of the analysis. The section will show how the solutions proposed relate to the issues facing the hotel. The SWOT analysis identifies the organisation's strengths that would enhance the exploitation of available opportunities and overcome market threats. Maximising the organisation's strengths helps address the issues identified because it reduces management costs and improves resource efficiency. A TOWS matrix helps utilise the organisation's strengths to overcome threats and exploit market opportunities. The table below shows a TOWS matrix for Adelphi Hotel.
	
	Strengths 
	Weaknesses

	Opportunities 
	Strengths to Maximise Opportunities
· The hotel should use its historical design to create a new identity of promoting traditional products and services
· Use the hotel’s online system to enhance marketing and consumer engagement.
· Large compound should allow diversification of products and services to attract multiple consumer segments. 
· Strategic location of the hotel should allow the organisation to diversify its products and services to attract international clients. 
	Opportunities to block weaknesses
· Integrating modern trends to the hotels traditional setting to attract new client segments. 
· The hotels large capacity should exploit economies of scale by offering products and services at affordable prices to achieve competitive advantage.
· Product and services diversification would enable the hotel attract diverse clients. 


	Threats
	Strength to minimise threats
· The hotel should use its online communication system to address issues raised by consumer groups and unsatisfied clients (Patiar and Wang, 2020). 
· The hotel should offer packages for local clients to overcome challenges influenced by changes in international travel patterns. 
· The hotel’s large compound and many rooms should enhance compliance with COVID-19 protocols to ensure clients’ safety.
	Minimise weaknesses & Avoid threats
· Product and services diversification to overcome improve consumer rating (Pham et al., 2020). 
· Price adjustment to overcome and competition. 
· Rebranding to overcome competition and negative rankings and reviews. 




The TOWS analysis shows how Adelphi Hotel may use its strengths to exploit opportunities and overcome threats and weaknesses. The hotel's traditional identity makes it unique, and it should capitalise on this element to attract clients looking for a classic design. The hotel should also expand its online system to enhance its online marketing and customer engagement activities. Nadanyjova (2020) notes that digital technology enhances hotel sales due to online sales. The hotel should also diversify its products and services to improve consumer satisfaction and attract new market segments (Mahafzah et al., 2020). The hotel should also overcome competition by introducing diverse products and services and offering flexible prices to accommodate consumers with different needs. Subrahmnyam (2023) notes that price differentiation is effective attracting diverse customers. This analysis shows that the hotel's internal strengths are adequate to enhance its performance and overcome its market challenges. 
The PESTEL analysis also shows that the external environment also influences some of the challenges experienced by the hotel. Therefore, the hotel’s strategies should also address issues arising from the external environment. The table below summarises strategies that will address issues from the external environment.
	
	Issue
	Solution

	Political
	Changes in travel patterns due to COVID-19 regulations. 
	Diversification of products to target new local market segments (Bi et al., 2020).

	Economic
	Global inflation influences high pricing of products and services
	Change in pricing strategy to accommodate clients’ budgets (Alzoubi, 2021).

	Social
	Negative rating and reviews from clients and consumer groups
	Rebranding and marketing campaign to change society’s perception about the hotel (Grobelna et al., 2021).

	Technological
	Competition from hotels that have modern facilities. 
	Leveraging online technology for marketing the hotel (Priyo et al., 2019). 

	Environment
	None
	

	Legal
	Compliance with safety and health regulations
	Train employees on health and safety measures by maintaining cleanliness (Ali et al., 2021). 



The hotel’s external environment also shows it can utilise its internal capabilities to influence performance. The political environment has affected business performance, requiring innovations to gain a competitive advantage. Dolnicar (2020) indicates that hotels should use product and service diversification to attract new market segments from the local market. For instance, the hotel's large compound allows diversification of its outdoor services to accommodate families, weddings, team building activities, and public entertainment activities to diversify revenue streams. The economic environment challenges also offer new opportunities by providing affordable prices to accommodate clients with limited budgets (Lemy et al., 2019). Clients complain about the hotel’s products' high prices, partly caused by changing economic conditions. Liu et al. (2019) indicate that aligning prices with customer expectations enhances customer satisfaction and retention. Therefore, a strategy to reduce hotel product prices will align with the economic conditions (Aritone, 2019). The social environment also challenges the hotel due to negative feedback and rankings by clients and consumer groups. The hotel’s strategy should rebrand and engage consumers to correct the negative reviews that influence negative relationships with society. Ali et al. (2019) notes that a new brand image influences consumers to have positive perception about quality of products and services. The technological environment is helpful because it offers online technology that supports marketing and communication services (Kaliba, 2021). The hotel should upgrade its online technology to enhance marketing and consumer engagement. Lastly, the legal environment requires the hotel to comply with regulations to avoid penalties (Nana et al., 2019). The hotel will train employees about cleanliness to avoid penalties for uncleanliness. The external environment creates some operational issues for the hotel, requiring strategies that enable it to achieve competitive advantages.
The SWOT and PESTEL analysis indicate the sources of the hotel’s poor performance and guides on identifying strategies that solve the issues. The hotel’s strategies should address problems that arise from its management practices and those from the industry. The hotel’s strategies solve problems arising from the internal and external environment to reduce costs. The changes will give the organisation a new brand image and enhance its performance by attracting new clients.
[bookmark: _Toc128417031]

Action Plan
The action plan below outlines the proposed solution and the anticipated results. Each problem identified in the analysis has a resolution and an approximate budget to achieve the changes. The implementation of the changes is expected to commence in June after the management reviews all the proposals and allocates funding to the plan. Although the plan has specified the time scale, some of these activities may be implemented partially depending on the status of other changes. For instance, a change of bedding may be partial as the hotel progresses with the renovation of the building. The budget indicated might change depending on the type of changes that the management will implement. Overall, this plan is suitable for predicting the expected changes and funding if the management adopts the proposals.
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Uncleanliness
	To implement a staff training program that addresses performance issues and employee weaknesses. 
	The hotel will maintain cleanliness in the rooms, facilities, walls, and compound. 
	2 Months
	30/06/2023
	£100,000

	2
	High product pricing
	Change pricing strategy to accommodate competitor pricing approach, market dynamics, and consumer price expectations. 
	The hotel will have flexible price ranges to allow consumer select products and services that match their budget expectations. 
	2 Months
	30/06/2023
	0
(Management role in reviewing prices)

	3
	Poor bed comfort
	Replace old beddings with new high-quality beddings that have a high level of comfort.
	Give clients adequate bed comfort for long stays and regular visits. 
	6 Months
	31/12/2023
	£1,000,000

	4
	Aging and unrepaired facilities
	Renovation of the building and introduction of new interior décor to give the building a modern look. 
	Giving the building a new look that aligns with modern trends and satisfy clients using the facilities. 
	6 Months
	31/12/2023
	2,000,000

	5
	Negative brand image
	The company should rebrand by marketing its new products and services and engaging consumers to change their attitude towards the hotel. 
	Give the company a positive brand image by addressing the issue highlighted by unsatisfied clients and consumer group surveys.
	3 Months
	30/11/2023
	£700,000


[bookmark: _Toc128417032]


Recommendations
The analysis of the hotel identified various issues that negatively affect customer satisfaction and sales. In addition, the study provided solutions to these issues to achieve a turnaround of the hotel’s performance and ranking. However, implementing these changes requires an implementation plan. The following actions will enhance the implementation of the identified solutions.
Evaluating employees’ skills and competence: The organisation should assess employees' performance to identify their strengths and weaknesses in delivering quality products and services. The management will use the report to identify areas of weakness that require training. 
Assess repair and maintenance requirements: The management team should assess the building and facilities to identify renovation requirements. In addition, the management should identify new facilities and changes that would give the hotel a modern appearance. 
Innovating new products and services: The hotel should identify new products and services to enhance consumer satisfaction. The hotel should gather data from consumers and industry players to determine products and services with high market demand. 
Creating a price system: The management team should review its pricing method to accommodate consumer preferences and market dynamics. The organisation should collect data from consumers and competitors to determine the competitive pricing method to give the hotel products and services a competitive advantage. 
Rebranding the hotel: The hotel will have aggressive marketing and communication activities to engage stakeholders and create awareness of the new status of the hotel. The management will use mainstream media and digital communication to showcase changes made.
Creating an implementation plan: This hotel should develop an implementation plan to guide how to adopt new strategies identified. The plan should specify the training and development schedule and process, trainers, and venue for training. The plan should also specify new products and services for the hotel. The management should also determine the type of renovations and a schedule for the upgrades. The management should also specify the media to help in marketing and communication about changes made to address issues highlighted by clients. The plan should also specify the budget for implementing all changes. Lastly, the plan should specify an evaluation process to determine the effectiveness of the changes. 
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Conclusion
Adelphi Hotel is one of the hotels under the brand Britannia Hotels. This hotel is one of the first in the United Kingdom and has hosted dignitaries of all levels, including heads of state. The hotel's identity comes from the British hotel industry, with dishes, décor, and hotel rooms having elements of a traditional British setting. The hotel has maintained this conventional image because its regular customers associate with the design and products. Since its inception, the hotel has experienced strong performance and high ranking compared to its competitors. However, this traditional approach and strategy has experienced challenges, making the hotel experience competition and negative ratings for the past five years. These performance challenges' primary sources are poor product and service delivery, uncleanliness, high pricing of products and services, and ageing and old facilities. Consumer group surveys and media have identified highlighted poor ranking of the hotel due to unsatisfactory products and services by the hotel. The effect of these negative rankings and reviews is the loss of clients. An evaluation of the company's business environment shows that it can exploit some of its strengths to exploit the opportunities in the market and overcome its threats. One way to improve the hotel's performance and ranking is by rebranding it into a modern hotel that offers products and services that align with trends in the hotel industry. In addition, the hotel should adopt a competitive pricing strategy to provide products and services at flexible rates depending on consumer preferences and market conditions. The hotel should also train employees to improve their skills and knowledge of producing products and services that satisfy consumer needs and gives value for money. The hotel management team should create a strategic management plan that breaks down the implementation of these changes. Overall, although Adelphi Hotel is experiencing some operational inefficiencies, changing its products, services, and brand identity will have a paradigm shift in consumer perception to influence increased consumption of products and services.
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