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[bookmark: _Toc97729025]Executive SummaryOrganisational consulting is a technique where it assists companies in improving the structure and effectiveness of their processes to achieve their business objectives (Jetson, 2014). The goal of this report is to look at the poor performance of the front desk at the Grand Hotel Swansea to determine how it affects the hotels reputation and customer satisfaction with the property. The grand hotel Swansea has a low proportion of room occupancy because of poor customer service at the reception desk (Vanhove, 2011). When hotel customers place scheduled room service or food and beverage orders from their rooms, they do receive in timely responses from the front desk. The hotel is currently expecting negative client feedback because of insufficient front desk facilities. There is no front desk staff member in charge of scheduling room service for hotel guests before to and following their arrival. Visitors' inquiries are not promptly responded to by the front desk or housekeeping staff. To be able to provide appropriate consultant advise to the hotel, this study must assess the hotel's strengths and weaknesses as well as identify business possibilities and dangers in the surrounding environment, using tools such as SWOT and PESTLE analysis (Sharifovich, 2021). When investigating how guest’s emotions are gradually stimulated at various stages of their hotel room occupancy, the Kubler-Ross Theory is employed. This is being done to have a better understanding of their unhappiness journey at the Grand Hotel Swansea, which is now underway.
According to the findings of the investigation into this matter, the poor performance of the Grand Hotel Swansea's front desk department has had a detrimental influence on the hotel's room occupancy and annual earnings. Since the front desk is taking so long to respond to prospective guest’s questions, many of them have given up trying to find someone on social media or over the phone who can answer their questions, provide information about the reservation system, or tell them about any amenities that are available at the hotel. As a result of the front desk's inability to respond promptly, the hotel has lost a considerable number of customers. When it comes to hotel occupancy at the Grand Hotel Swansea, poor front desk service has contributed to a 24 percent decrease in 2019. It resulted in a drop of up to 37 percent of the hotel's total annual revenue, as well as a 4 percent unfavourable response from guests and patrons alike (Holloway and Humphreys, 2019). As a result of improper database and online booking software utilisation, insufficient hotel guest records have been created, and front-desk employees have wasted valuable time storing information that could have been accomplished by simply using the programme for point-of-sale (POS) and reservation processing instead. The Grand Hotel Swansea's front desk department has had a negative impact on the efficiency of the housekeeping department because of a breakdown in communication between client requests and available supplies, according to the hotel. As a result of the front desk's poor performance, the efficiency ratings of the other departments have also decreased.
On the other hand, it is recommended that they study new information technologies to reserve hotel rooms and retain specific notes depending on the preferences and requirements of prospective tourists (Miguens, Baggio and Costa, 2008). Personnel working at the front desk must learn to become guest experts. It is essential that the front desk staff has access to the most recent visitor information and has a good understanding of the culture and language of the guests who will be served to provide a pleasant and inviting environment whenever changes are made. Employees at the Grand Hotel Swansea should continue to get training to improve front office operations and provide a better client experience to all visitors. To minimise wait times, the Grand Hotel Swansea must reply to visitors as quickly as possible while remaining as courteous as feasible. The front desk should be always available at the reception to meet the needs of customers who have unexpected requests (Melian-Gonzalez and Bulchand-Gidumal, 2017). Front desk employees should be provided with appropriate resources to prioritise their activities to maintain an organised hotel atmosphere and interrelationships among divisions.
The effectiveness of front desk services at the Grand Hotel Swansea, as well as suggestions for improvement, can help the hotel strengthen its image in the hospitality industry and attract more local and international tourists. The profitability of the hotel can be increased in the long run if the relevant business strategies and consulting recommendations are implemented, as discussed throughout this article.





[bookmark: _Toc97729026]Introduction[bookmark: _Hlk98219690]When it comes to improving corporate procedures and efficiency, organisational consulting can provide unbiased advice on how to make the most of a company's available resources (Haas and Hansen, 2005). As a consultant to the client organisation, this report provides recommendations for overcoming the business difficulties that have been discovered in the report. The Grand Hotel Swansea has a low occupancy rate, which can be attributed to poor customer service at the front desk (Vanhove, 2011). When customers attempt to get room service or place an order for food and beverages from their hotel rooms, they are not obtaining quick responses from the front desk. By doing this research, the author intends to gain a better understanding of the hotel's poor front desk performance and assess whether it has an impact on the hotel's reputation as well as the degree of happiness of its clients. SWOT and PESTLE analyses are also included in this research, which will be used to evaluate the hotel's competitive strengths and weaknesses in the marketplace (Chaleunsouk, 2017). In this study, two analytical models are used to investigate the internal and exterior environments of the hotel to improve the quality of room and front desk services because of changes in the external environment, which are a result of changes in the external environment. Additionally, two additional theories, the Kubler Ross Theory, and the S Model Theory, are used in this investigation to analyse the influence of bad customer service on hotel customer satisfaction and happiness with the hotel. These theories assist in the formulation of business strategies to improve the hotel's hospitality services to increase client satisfaction and retain them for a longer amount of time (Drinkwater, et al., 2020).









[bookmark: _Toc97729027]Scope and AnalysisThe Grand Hotel Swansea provides guests with a pleasant stay that includes accommodations, spacious designer rooms, and contemporary furniture, among other amenities (Booking.com, 2022). This three-star hotel is found at Ivey Place, High Street, in the city of Swansea, in the country of Wales (Expedia.co.uk, 2022). The first guests walked through the doors of this hotel in 2001. The hotel is housed in a townhouse that was constructed in the 1930s and has been renovated. The hotel is in a convenient location, approximately 6 minutes from Castle Square and a mile from Liberty Stadium, among other attractions (Thegrandhotelswansea.co.uk, 2022). A considerable number of customers from both within the United States and from other countries stay at the hotel because of its convenient location near popular tourist sites and landmarks. For example, the Gower Peninsula, with its various fauna, mediaeval cathedrals, and prehistoric standing stones, is a wonderful place to visit. The Liberty Stadium, which serves as the home of both the Championship Football Club Swansea City AFC and the Ospreys rugby club, is another well-known attraction in the vicinity of the property. Beaches and coastline stretching for five miles along the Rhossili Bay coastline are framed by grassy cliffs; the beach at Rhossili Bay is also nearby. It takes only a few minutes to walk to the Quadrant Shopping Center, which contains more than 230 retailers. Finally, the hotel is close to Clyne Gardens, which is well-known for its magnificent plants and offers a variety of unique attractions in a picturesque parkland environment. The Grand Hotel Swansea offers modern executive rooms with all amenities for example, free WIFI, room heater and conditioning, ironing, hairdryers, and a postmodern TV. The hotel is in the heart of the city (Thegrandhotelswansea.co.uk, 2022). There are tea and coffee making facilities as well as a complimentary continental breakfast accessible to guests. Customers have expressed dissatisfaction with the hotel's front desk services, which is now being addressed (SiteMinder.com, 2022). It is not possible for the front desk to maintain track of room service schedules before and after hotel customers check out (Curriculumforall.net, 2022). There is no response to questions from consumers, and there is no prompt service provided by the front desk and housekeeping employees. Before providing consulting services, it is necessary to evaluate the hotel's strengths and weaknesses, as well as identify opportunities and dangers in the surrounding business environment, utilising SWOT, and PESTLE assessments, among other methods. The internal and external environment of the Grand Hotel Swansea is analyses using the following two models:
SWOT Analysis
	Strengths
	Weaknesses

	· In terms of pricing and service quality, the Grand Hotel Swansea provides highly regarded hospitality services (Soegjobs.com, 2021).
· The Grand Hotel Swansea provides 120 rooms with excellent amenities, including single, twin, double, triple, and huge quadruple/family suites (Hotelscombined.com, 2022).
· To attract more guests, the Grand Hotel Swansea is placed in a popular tourist area.
· Because of its aggressive marketing and promotional policies, the Grand Hotel Swansea has a strong brand image (Palmer, 2013).
	· To ensure visitor happiness, the Grand Hotel Swansea has a limited level of guest communication (Medlik, 2012)
· The Grand Hotel Swansea's traditional rooms have not been upgraded with modern décor and furniture (Cooper, 2008).
· The Grand Hotel Swansea has a limited number of parking spaces, and parking in surrounding buildings is pricey.
· The Grand Hotel Swansea has inadequate interdepartmental communication, which creates delays in serving customers.

	Opportunities
	Threats

	· At the Grand Hotel Swansea, social media communication might be improved in order to foster partnerships with local and international guests (Bradshaw and Howard, 2018).
· To improve the property, the Grand Hotel Swansea can incorporate more modern amenities.
· The Grand Hotel Swansea can contribute to demonstrating that it is the best hotel in the city.
	· Competitors might offer promotional offers and discounts on hotel room bookings, lowering The Grand Hotel Swansea's room occupancy (Buckley and Witt, 1990).
· Changes in tourism laws following the coronavirus could have an impact on the Grand Hotel Swansea (Cooper and Szreter, 2021).




PESTLE Analysis 
Political: The political environment has an impact on the legislation and regulations that govern the operation of hotels in each country, and the Grand Hotel Swansea is required to comply with all applicable UK government legislation and regulations as a condition of conducting business and providing hospitality services in that country (Heritier, 1996). The political stability of the country, as well as its well-developed infrastructure, attract a big number of tourists from both within and beyond the country, enhancing the likelihood of increased hotel earnings at the Grand Hotel Swansea. The Grand Hotel Swansea complies with the government's new immigration laws as well as the government's 10-day lockdown programme to battle the coronavirus, which is now in effect. There is a health and safety policy in place at the Grand Hotel Swansea to safeguard the well-being of all its guests (Fuller and Vassie, 2004).
Economic: For international customers staying at the Grand Hotel Swansea, the hotel must take into consideration the relative values of different currencies in their respective countries (Holloway and Humphreys, 2019). The Grand Hotel Swansea has several various drones at different price ranges to provide budget-friendly hotel options to guests. In response to the coronavirus outbreak, the United Kingdom is experiencing a recession, and the Grand Hotel Swansea has reduced the prices of its hotel rooms to attract travellers. When the United Kingdom is experiencing a fiscal deficit, the government rises VAT. The Grand Hotel Swansea likewise adjusts its room rates in accordance with the current value-added tax rate.
Social: Over time, the United Kingdom has attracted many immigrant workers, and people from all over the world come to the country on a regular basis for business or pleasure (Mill, 1990). A study of potential tourists' lifestyles is conducted by the Grand Hotel Swansea, which then equips hotel rooms with facilities that match to their tastes. In addition to providing top-of-the-line programmes for various social and religious holidays, such as Christmas and New Year's Eve, the Grand Hotel Swansea also provides continental food and beverages to hotel guests.
Technological: Technology contributes to the retention of hotel guests' delight by providing them with luxurious hospitality services and enabling them to communicate easily with staff (Shin, Perdue, and Kang, 2019). The Grand Hotel Swansea employs the most up-to-date technology and technologies in its hotel rooms to provide tourists with an atmosphere of elegance and relaxation. As well as communicating with potential visitors through social media, the Grand Hotel Swansea answers their queries. The Grand Hotel Swansea advertises several special offers on hotel rooms on social media to persuade people to visit the city. In addition, the Grand Hotel Swansea makes use of cutting-edge technologies to preserve and protect the information on its visitors (Cooper, 2008). Devices that facilitate room service, room cleaning, record keeping and food preparation as well as communication and other duties are becoming increasingly common in hotels.
Legal: The Grand Hotel Swansea's hospitality activities are governed by the government's legislative rules, which have an impact on the hotel's decisions (Price, 1994). The Grand Hotel Swansea must comply with the Digital Economy Act 2010 to limit illegal file-sharing by guests and to restrict information sharing for WIFI internet connections, according to the hotel. When it comes to protecting the safety of its guests, the Grand Hotel Swansea complies with employment laws as well as the Health and Safety at Work Act. It also makes use of the patent and trademark laws to protect the hotel's intellectual property rights.
Environmental: An aspect of the environment is that it is the most unpredictable factor that an organisation can forecast, and it can influence the competitive position of any industry (Sharma, 2002). In the event of a natural disaster or abrupt environmental calamity such as an earthquake, flood, hurricane, or tornado, as well as other natural calamities, the number of tourists visiting the country and hotel room occupancy at the Grand Hotel Swansea could be reduced significantly. The Grand Hotel Swansea must forecast demand for hotel rooms in a variety of weather conditions and seasons throughout the country to make necessary revisions and pricing adjustments to the hotel's inventory.





[bookmark: _Toc97729028]Main BodyThe discontent of the hotel's visitors presents itself in a variety of ways, beginning with their arrival and increasing in intensity over time, as seen by their emotions and facial expressions. As part of this study, the Kubler Ross Theory is utilised to evaluate how visitors' emotions are gradually stimulated at various stages of their hotel room occupancy to better understand their discontent journey at the Grand Hotel Swansea (Konigsberg, 2011).
Kubler Ross Theory
[image: Diagram
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Figure: Kubler Ross Theory (Kim and Park, 2017)
The Kubler-Ross Theory examines the five stages of grieving as consumers go through a range of five emotions (Konigsberg, 2011). This model may be used to determine how satisfied hotel visitors are because of bad service from the front desk and housekeeping departments. These are the five stages:
Denial: Guests of the Grand Hotel Swansea deny the poor front desk and room service and claim they misunderstood the level of hospitality services during the denial stage. The guests in the room strive to hide their emotions and regret for the voyage by exaggerating the intensity of the scenario.
Anger: Guests are enraged by the Grand Hotel Swansea's repeated bad front desk and room service performance, which leads to bitterness and resentment of the hotel experience. Due to their dissatisfaction at the hospitality services, guests may misbehave with hotel workers or display their rage to others (Kubler-Ross and Kessler, 2005).
Bargaining: To haggle with the hotel staff, the guests communicate their displeasure and anger by making "what if" assertions. Customers claim that after hearing their complaints, the hospitality services would be improved, and they seek to barter for greater amenities to assuage their dissatisfaction with the situation.
Depression: It is an emotional reaction to sadness that manifests as emptiness once the reality of the situation is realised (Kubler-Ross and Kessler, 2005). Guests become depressed when they do not receive the services they anticipate from the hotel because they do not believe there is anything they can do.
Acceptance: This is the final step, in which guests accept the flaws in the Grand Hotel Swansea's hospitality services and strive to adjust to the existing facilities they are receiving. They try to accept the new reality and remain neutral, rather than having "positive" experiences (Kubler-Ross and Kessler, 2005). To deepen the relationship with the hotel, they try to make modifications and readjustments.
Way to increase efficiency in the operations of the front desk and housekeeping
The Grand Hotel Swansea is receiving several client complaints about the front desk department's poor service. When faced with this challenge, the hotel must act fast, adopting a variety of methods and management practises to improve the efficiency of the department's hospitality services (Lai and Baum, 2005). The Grand Hotel Swansea needs to strengthen its employee trainings and developments programmes to promote employee efficiency and examine environmental elements that affect the quality of hospitality services and visitor expectations.
Every hotel relies heavily on front-desk management to retain existing visitors and maintain a brand image by providing excellent service (Mmutle and Shonhe, 2017). The front desk at the Grand Hotel Swansea makes a significant contribution since it coordinates the hospitality services of several departments and communicates directly with visitors to answer their questions and give relevant information. Because the front desk reflects the hotel's quality standard, the hotel's front desk services must improve their operations to give a superior guest experience (Kandampully and Suhartanto, 2000). The following management approaches can help the Grand Hotel Swansea enhance its front-office operations:
Guest Specialists: The front desk staff must become guest specialists to understand what information is required in order to book hotel rooms for them and to keep special notes based on their requirements and demands (DiPietro and Wang, 2010). The front desk must have access to as much guest information as possible to keep them up to speed whenever there is a change, and it must have a thorough awareness of the culture and language of the following visitors to provide them with a warm, inviting environment.
Staff Development Program: To improve front-office operations, the Grand Hotel Swansea should continue to train front-desk employees and keep them informed about the latest software programmes that may be able to assist them in improving their information management system, according to the company (Mason, 1988). Members of the front desk should receive communication and language competence training so that they can readily communicate with consumers via the phone, social media, or in person.
Always be aware of your surroundings: The Grand Hotel Swansea must ensure that the front desk is never unoccupied, and that at least one member of the front desk personnel remains at the front desk to greet visitors upon their arrival, provide required services, and reply to guests. The Grand Hotel Swansea must respond to visitors more quickly to cut wait times and be as nice as possible in order to keep discussions flowing (Murphy, 2013). The front desk should always be open at the reception to accommodate guests' unexpected demands.
Enhancing Organizational Skills: The front desk personnel at the Grand Hotel Swansea must enhance their organisational skills because they are the main point of contact for guests and must keep track of their demands. To create an organised hotel atmosphere and sustain interrelationships between departments, front office workers should be given the resources to prioritise their operations (Brotherton and Shaw, 1996). The front desk's organisational abilities will ensure that they are capable of handling everyday operations, answering questions, and keeping track of the customers' needs.
Both positive and negative aspects of the front desk operations at the Grand Hotel Swansea should be considered when developing improvement strategies. A balance between the positive and negative aspects of the operations should be achieved when developing improvement strategies. The study into the current problem at the Grand Hotel Swansea has indicated that some modifications to the front desk operations are required to lessen the number of complaints received by the hotel from customers. The hotel's front desk is still capable of performing certain operations effectively and efficiently that must be maintained (Brotherton and Shaw, 1996).
Following an investigation into the Grand Hotel Swansea's front desk operations, it has been determined that the front desk may require the replacement of some manual equipment to fully integrate the latest technology into the hotel's front office system. To reduce front desk traffic, the front desk should employ a mobile key system to reduce the number of guests that must wait at the counter (Kang, et al., 2020). To collect critical information about the reservation, including the visitors' preferences and habits, as well as the capacity of each room, the front desk must employ a Property Management System, or PMS. More employees will also be required for the hotel's front desk, who will be under more strain to answer phone calls and respond to social media posts in chat boxes to provide prompt responses to potential and present visitors.
Some front desk operations that are currently in place do not require modification since they meet the requirements for offering unique hospitality services to visitors. To ensure that foreign guests are welcomed into the hotel and that they receive accurate information through proper communication using their British English language proficiency, the front desk staff at the Grand Hotel Swansea should maintain their understanding of cultural aspects associated with foreign visitors (Jenkins and Jones, 2001). The front desk should continue to provide concierge services to guests even while they are not in their rooms, which includes maintaining records of information and accepting documents or other goods on their behalf. Knowledge of current currency rates and immigration rules should be practised at the Grand Hotel Swansea's front desk, in addition to providing excellent customer service.
[bookmark: _Toc97729029]Findings and ResultsThe Grand Hotel Swansea is dealing with a high volume of guest complaints about front desk services, which is affecting the hotel's brand reputation as well as revenue. Due to poor customer service at the front desk, the Grand Hotel Swansea has a low rate of room occupancy. Hotel guests are not receiving prompt responses from the front desk when they request room service or place a food and beverage order from their rooms. The front desk staff takes a long time to respond to guests' questions or requests. It has increased the hotel's wait time, and dissatisfied guests are less likely to return in the future. During the check-out process, hotel guests are given a feedback form, which they can use to express their level of satisfaction and make suggestions for enhancing the hospitality services provided by the Grand Hotel Swansea (Palmer, 2013). When the hotel's visitor feedback forms were reviewed, it was determined that a large proportion of guests were still dissatisfied with the services provided by the establishment. The percentage of guests that are unsatisfied with various front-desk services is depicted in the graph below:
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Figure: The survey of the customer dissatisfaction rate related to the front desk services in the Grand Hotel Swansea
It is possible that visitors to the Grand Hotel Swansea are not getting their specific requests met because front desk staff either forget to take specific notes on requests or do not feel obligated to respond quickly enough to provide the necessary service in response to the guests' demands because of this. The front-desk staff at the hotel is unwilling to adopt cutting-edge technology to manage computerised hotel room bookings, which causes the waiting list to become even more long-term (Okumus, et al., 2017). When potential customers have queries, the hotel staff does not respond quickly enough to assist them in making decisions about booking any room of their choosing, and the lack of front desk employees only adds to the dissatisfaction of the consumers. Many potential clients cancel their reservations or bookings of hotel rooms at the Grand Hotel Swansea because the automated booking techniques are unable to give timely confirmation of their reservations or bookings (Pizam, 2012). The front desk staff at the Grand Hotel Swansea are unable to provide timely responses to visitors' questions over the phone or during a face-to-face conversation. The poor quality of hotel services provided by the front desk creates a negative image of the establishment in the minds of customers, and negative hotel evaluations shared on various social media platforms discourage new prospective guests from visiting. 
The front desk staff at the Grand Hotel Swansea is not adaptive enough to implement modern technology in many departmental functions, resulting in clients having to wait longer at the hotel. Due to a lack of basic knowledge of the latest technology and a lack of proper training, the breadth of use of existing hotel management software tools and techniques in various front office operations has been limited (Law and Jogaratnam, 2005). The front desk is mostly reliant on manual chores, which decreases the efficiency of front office services. In addition, a lack of resources hinders front desk staff from utilising the most up-to-date equipment and technology to improve front desk services, which would otherwise be possible.
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Figure: The use of different hotel management software in the Grand Hotel Swansea.
The inefficiency of the front desk department at the Grand Hotel Swansea has had a negative impact on the hotel's room occupancy rate in compared to vacancy rate, and thus has a natural impact on the annual profit. Due to the lack of response time from the front desk, many potential guests are unable to locate anyone on social media or over the phone who can answer their questions or provide them with necessary information about the booking system or hospitality services because of the lack of response time from the front desk. Customers have abandoned the hotel because of the front desk's inability to respond immediately. As a result of inadequate front desk responsiveness, the Grand Hotel Swansea's room occupancy has declined by a great margin in 2019. It has resulted in a drop of up a good amount in the overall annual revenue of the hotel, as well as an increase in negative comments, which has increased by 4 percent (Shaw, Bailey, and Williams, 2011). When information technology and online booking systems are used improperly, inaccurate information about hotel guests is generated. As a result, front-office staff must spend a significant amount of time maintaining that information, which could have been accomplished by simply managing the POS and reservation management software. The front desk staff at the Grand Hotel Swansea has had a negative impact on the performance of the housekeeping department because of a lack of coordination between visitor expectations and available supplies and resources. A decrease in feedback from other departments is a result of the front desk not functioning as well as it should.
[bookmark: _Toc97729030]Action Plan	Issue
	Sluggish in guest responses
	Weak reservation management

	Solution
	To hire social media executives to engage with potential guests and answer their questions in chat boxes or social posts, and to hire new front desk workers at the reception area to give quick services.
	Install reservation software to receive automated updates of hotel guests' arrivals and departures, as well as to keep proper records of guests' information in the system, such as their names, nationalities, passport numbers, arrival and departure dates, room numbers, and additional fees, among other things.

	Expected Result
	It is expected that guests will receive timely responses from the front desk when seeking answers to their inquiries or services in response to their requests. It will also attract new customers by responding to their questions in a timely manner and supporting them in the process of booking hotel reservations.
	The front desk may readily change the information as needed, and the front staff does not have to spend most of their time manually maintaining the records. As a result, they'd be free to explore for new front-desk services that would eliminate the waiting customers' lines.

	Execution time
	3 months
	4 months

	Completion Date
	30 June, 2022
	30 July, 2022

	Estimated Budget
	£15,000
	£21,000
























[bookmark: _Toc97729031]RecommendationsThe front desk service at the Grand Hotel Swansea has received multiple customer complaints concerning inadequate facilities. To improve the efficiency of this department's hospitality services, the hotel must address this issue immediately by implementing a variety of strategies and management techniques. The Grand Hotel Swansea can improve its front-desk operations by implementing the following suggestions:
· It should equip front desk workers with training to help them enhance front office operations and provide a better visitor experience (Brymer, 1991).
· Staff members working at the front desk should have access to the most recent software solutions that may aid them in better managing their data.
· It should install reservation software to obtain automated updates on hotel guests' arrivals and departures, as well as to maintain correct records of the information provided by the customers.
· In addition, it must ensure that the front desk is never left unattended and that at least one member of the front desk staff is always on duty to provide service to the visitors (Brooks, 2007)
· A new receptionist should be hired to ensure that customers receive prompt service at the reception desk.
· It should hire social media experts who will communicate with potential guests through blogs, posts, and chat boxes on social media sites like Facebook and Twitter.
· To create an organised hotel atmosphere and sustain interrelationships between departments, front office workers should be given the resources to prioritise their operations.







[bookmark: _Toc97729032]ConclusionMy customer, the Grand Hotel Swansea, is quite grateful that they hired me to assist them in resolving their current business issues. The Grand Swansea's front desk staff may not maintain special requests on file or may not feel obligated to respond immediately to guest requests. This means that requests from hotel guests are not being fulfilled. The hotel front desk personnel are hesitant to use new technology to maintain hotel rooms reserved automatically, which causes the booking to wait to grow. The hotel personnel do not instantly reply to inquiries from potential visitors for assistance in making decisions about booking any room of their choice, and the lack of front desk employee availability frequently causes clients to become frustrated. The hotel's ineffective front desk services must be addressed promptly to boost the hotel's local and international reputation. Without a solution to the visitors' complaints, the Grand Hotel Swansea will suffer a decline in the hospitality business, with fewer responses from potential clients and a low percentage of guest return visits. The Grand Hotel Swansea's poor front desk service has also lowered room occupancy, lowering the hotel's profit margins. Potential customers will not want to remain in the hotel if they receive negative feedback about the front desk services and form a negative impression of the property. As a result, the Grand Hotel Swansea should take steps to improve front-desk services to repair the damage to its brand image and recoup revenue lost owing to low room occupancy. To promote fast front desk services, the Grand Hotel Swansea should teach its front desk workers to use latest software and equipment. The performance of the front desk office should be examined on a regular basis to investigate the causes for the front desk staff' bad performance and to keep track of the quality of their services. It has been requested that certain manual equipment at the front desk be replaced to accommodate the installation of new technologies in the hotel's front office system. It is necessary for the front desk to use the Property Management System (PMS) to collect a great deal of information on reservations, guests' interests, behaviour, and capabilities of individual guest rooms. Several new personnel will be required by the hotel to keep up with the increased workload at the front desk.
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