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1. Executive Summary

This report will lay the groundwork of presenting the issues that have been faced by this international hotel named TUI Hotels and Resorts. It is one of the hotels that has laid not much emphasis on customer satisfaction and its inadequate consumer service has led to major issues in their operations. Considering this, the consultation company named Consultation Corner Ltd has critically assessed this issue that is persistent in the hotel along with conducting a PESTEL, SWOT and TOWS analysis in order to understand the factors that might have led to this tragic downfall. After evaluating the factors and the associated challenge of this international hotel operating almost internationally (in all countries), several actionable recommendations have been highlighted in order to mitigate these issues and revise its strategies. In today's highly competitive hospitality landscape where customers hold a paramount importance, it becomes highly necessary to address any issues which are important for TUI to enhance consumer loyalty and attain sustainable growth. According to the evolving customer inclination towards tailored services and experiences, it would be highly beneficial for the company to offer integrated customer services while prioritising a customer-centric approach. Technological factors have also contributed to the advantages of this hotel as it can elevate various innovative technologies further to enhance customer experiences and attain operational efficiency.
Through the leverage of advancement in technology, investment within training the workforce and enhancing the measures of security, the organisation could foster the prospects of sustainable growth and operational excellence.
Consultation Corner Ltd will present this report on Wednesday, 5th June 2024.











2. [bookmark: _Toc165929731]Introduction

The consultancy report will address the challenges that the client hotel organisation is facing and impact its performance in the competitive market. In the competitive landscape of the hospitality industry, it is said that customer satisfaction is a building block for sustaining and achieving growth. As a result, any establishments such as hotel companies are not immune to such issues or challenges that can impede the overall operations. Drawing upon this, the report aims to delve deeper into the intricate challenges of customer dissatisfaction as well as incompetent customer service within TUI Hotel and Resorts. The report will address the underlying implications, and causes, also it will propose interventions accordingly addressing them suitably.
TUI Hotels and Resorts is an international business that has more than 400 hotels across the globe. TUI stands for Touristik Union International-"Tourism Union International". TUI has been standing as a huge player, widely renowned for its strong portfolio, and covers the respective areas of luxury to price-conscious and aiming to meet the diverse range of holiday expectations (TUI Group, 2023). The company was founded in 1968 and in 1997, the company became a ‘conglomerate Preussag AG’ (TUI Group, 2024). As reported TUI is based in Hannover, Germany and it is one of the biggest hospitality groups in the world. The group also has a strong influence over the United Kingdom, with customers higher than Germany and Spain (Statista, 2024). In the year 2023, TUI gained net profit, with three years of following net losses. From 2022 to 2023, the firm’s profit reached 456 million euros whereas lost around 3.1 billion between these years (Statista, 2024). The company reported an occupancy rate of 71% in the year 2023 (Statista, 2021). The number of employees across the globe increased in the year 2023 compared to the last fiscal year, however, the figures remained below due to the heart crisis. As of 2023, in September, TUI employees were around 65.4 thousand employees, where Europe held two-thirds of the overall workforce (Statista, 2023). Established with a strong position in the market, TUI Hotel has garnered its market reputation considering its services and immersive experiences. 
[bookmark: _Hlk167873548]As a consultancy firm named “Consultation Corner Ltd,” this report will highlight holistic approaches discussing problem-solving methods, while understanding the relevant complexities and charting a suitable suggestion to the company for mitigating such issues in near future. To better understand the challenges, a few significant theoretical frameworks will be optimised. In this aspect, this consultancy report will leverage the PESTEL framework, SWOT, and TOWS analysis. PESTEL helps in facilitating an examination of the external factors such as socio-cultural, economic, political, technological, demographic or ethical factors in order to understand the industry landscape (Saidova and Muminjonova, 2022). The SWOT matrix framework helps in understanding the strengths and weaknesses as well as helps in identifying the potential opportunities and threats that the company has been facing or would face. This framework helps in understanding the underlying expectations that a suitable strategy can be intervened to gain success (Maity et al. 2023). This overview of the threats and opportunities in the market and its operations can help formulate innovative strategies and capitalise competitive advantage in the fast-paced market. The TOWS analysis emphasises on undermining the external factors like threats and opportunities along with analysing internal factors like weaknesses and strengths in order to identify the external and internal prospects for driving growth (Muhardi et al., 2020). Therefore, by harnessing these insights from the framework, the report will analyse the challenges, develop a positive understanding of the issues leading to customer dissatisfaction, and propose strategies to elevate customer relationships and satisfaction at TUI. In addition to this, the report will provide insights into the change management strategy in order to inform the recommendations curated for the company. 
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Figure 1: TUI hotels portfolio
(Source: TUI Group, 2023)
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Figure 2: Presence of TUI hotels
(Source: Statista, 2024)
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Figure 3: Employees of TUI hotels
(Source: Statista, 2023)
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Challenges faced by the company
The hotel company has been reported to have poor hotel services and a lack of security. In an incident, in the adult-only venue of TUI there were no security guards and the environment was very unsafe for a couple of customers. The customer was approached by drugs and filthy substances like weeds as well and a dead body was covered under a sheet during their stay at the adult-only hotel of TUI. They registered compliance about the poor customer service (Manchester Evening News, 2023). Drawing upon the poor customer service at TUI Hotel, another incident has been reported. At Least 100 customers on vacation during their stay at TUI fell very ill due to food poisoning issues at the luxury resort. It was reported that after meals, around 30 families were suffering from painful stomach aches, sweats, fever, diarrhoea, and sickness (BBC News, 2022). From this overview of customer services, it can be stated that TUI has failed to provide secure and safe customer services at the hotels. The customers are deeply dissatisfied with the services. According to the perspective of Susanto et al. (2022), service quality is associated with customer satisfaction and it is crucial for the firms to increase profitability.  Therefore, poor services or quality can impact the customer’s perception of the brand, and as a result, it can impact the overall performance of the company (Demirel, 2022). As further elaborated by Khan et al. (2022), due to poor customer management, and weak policies and strategies, have an impact on brand image. It is found that the reputation of the company must be enhanced in the current competitive era in order to sustain customer loyalty and satisfaction.

[image: ]
Figure 4: Customer satisfaction impact 
(Source: Self-developed)
PESTEL analysis
Political
Political polarisation, as well as economic instability, are impacting the sense of shared values and trust among consumers. Many destinations are affected by the political conflicts reducing the number of visitors in the ongoing political tensions such as Eastern Europe, the Middle East and other areas have heightened the risk. Political polarisation has increased by 46% (World Economic Forum, 2024). Therefore, it can also pose a great threat to the performance of TUI.
Economical
Many hotels like TUI are facing macroeconomic risks in their operations. Spending on travel and tourism becomes discretionary while the economic outlook is uncertain posing a risk of fluctuations in the economy resulting in margin erosion (TUI Group, 2023). This risk pins the economic aspects of many countries where TUI has been operating under risk as it remains uncertain. Thus, due to such uncertainties, the fluctuations in macroeconomics are assumed to impact the purchasing power of the customers impacting the company’s short-term growth rate (TUI Group, 2023). Therefore, this uncertainty can pose a great risk to TUI.
Social
As reported, customer expectations have evolved in hospitality. The mindset of consumers has shifted leading to industry transformation through redefining exceptional services. The significance of experience and convenience has been shaping customer satisfaction to drive the personalisation of the services (Forbes, 2024). Thus, it can be seen that the expectation of the service standards has risen among the customers in hospitality. The hotels are required to pay attention to their customer journey in order to gain a competitive advantage. The Gen Z workforce has been assumed to have a surplus of millennials in the workforce. This generation has been seen to emerge as risk-averse, pragmatic, and motivated by job security. The pay structure is most significant to them while considering a job. Also, the companies and firms are required to demonstrate their commitment towards more societal challenges such as climate change, and sustainability (Deloitte, 2024). Therefore, TUI is required to focus on societal challenges.
Technological
Technology-driven services are changing the hotel and travel landscape. Consumers around the world are extensively utilising technology such as apps to tackle orders, display menus, accept payments as well as optimise robots in order to deliver food or luggage (McKinsey, 2023). Thus, hotels have increasingly adopted digital technology to cater to customer service. Therefore, using technology can be beneficial for TUI to offer more enhanced customer service.
Environmental
Sustainability in hotel and hospitality has been increasing over time. Around 40% of the leaders have agreed to partner with the hotels that have adopted sustainability measures. Therefore, many stakeholders are not interested in contracting with the services of a hotel that has not adopted relevant sustainability policies (Statista, 2021). Therefore, it is preferred that environmental concerns have risen across the world in the hotel and hospitality industry and organisations are required to pay attention to such concerns in order to maintain a positive relationship with different stakeholders.
[image: ]
Figure 5: Sustainability concerns in hospitality 
(Source: Statista, 2021)
Legal
The General Data Protection Regulation (GDPR) has inspired the landscape of data privacy. Many companies are accompanying the GDPR in order to manage the influx of data privacy in the global operations as it is emerging as a high standard of the services (Global Legal Post, 2021). Therefore, the company is required to adhere to governmental regulations to protect the data of customers. 
Investing in Environment and Social governance has become a new trend in the hospitality industry. As these issues are being considered new, there is a rise in the growing awareness of environmental and social responsibility among guests and travellers. The share of customers who look for CSR in hotels with sustainability innovation is over 50% (Statista, 2023), From this context, it can be stated that the company TUI is required to pay attention to the CSR initiatives in order to attract customers as well as boost its brand reputation.


SWOT analysis 
	Strength
· Luxurious rooms and amenities 
· Strong presence in the hospitality industry.
· Offers integrated services (TUI Group, 2023).
· Employee empowerment and support (TUI Group, 2023)
	Opportunities
· Expansion of digital platforms
· Collaborations and partnerships (IBS Software, 2023)
· Innovative technology 
· Business expansion 
· Customer’s feedback 


	Weakness
· Poor security 
· Dissatisfied customers
· Customer complaints
	Threat
· Customer turnover
· Dissatisfied customers
· Customer turnover
· Impact on brand image



Table 1: SWOT analysis 
(Source: Self-developed)
Analysis
From the analysis derived from the SWOT framework, it is seen that the company is committed to offering luxurious rooms and ambiance to boost customer journeys. Also, it has a strong presence in the market across the globe with a wide range of networks (TUI UK, 2023). As a result, it has raised the expectations of customers in their stay with TUI. In addition, the company also focuses on providing integrated services to enhance the overall journey. Drawing upon the opportunity, the emergence of technology can help the business to gain a wider competitive advantage and expand its services to more customers. The aspirational overview of the company can be assumed to be empowering employees to boost their skills and boost the overall customer experience. As the company has been facing challenges in customer service, trained and skilled employees can help the firm build stronger relationships with the customers (Kurdi and Alshurideh, 2020). As elaborated by Khan et al. (2022), taking customer feedback allows the business to successfully develop its reputation. As negative feedback can be valuable for the company to gain access to the areas of development and integrate necessary changes to the business operations. For instance, poor service quality is claimed by the customers in TUI. Considering these facts, the company can face potential threats due to the underlying weaknesses such as increased customer turnover, and damage to reputations. These threats can impact the future operations and overall performance of the company.
TOWS analysis
	
	Threat 
· Dissatisfied customers
· Customer turnover
· Impact on brand image 

	Opportunity 
· Consciously invest in recruiting skilled talents.
· Gain confidence in leveraging a positive customer journey.
· Boost reputation.


	Weakness 
· Poor customer services
· Poor security 
· Shortage of skilled workers (TTG Media, 2023)
	The following weakness of TUI can result in the assumed threat such as customer turnover intention.  Furthermore, it can also be stated that a lack of skilled workers can lead to poor customer service leading to dissatisfaction among consumers, which can impact the over-brand image of TUI.
	On the other hand, the weakness of the company can impede the opportunities for TUI to enhance customer satisfaction or brand reputation. Furthermore, poor security can also impact the customer journey. Skill shortage can also impact the overall workplace. 

	Strength 
· Presence in the global market.
· Committed to environmental sustainability.
· High investment in technology (TUI Group, 2023).

	The strength factors of TUI such as its strong presence in the global market can help in serving customers and get deeper insight into the customer journey. However, investment in technology and sustainability initiatives can help the company to cater to issues like labour shortage as well as enhance customer service.
	The strength of the company can help in directing towards attracting skilled talents within the organisation. In addition, its investment in technology will help in improving the recruitment systems and also improve the customer journey.


Table 2: TOWS matrix
(Source: Self-created)
Analysis
From the TOWS analysis, it can be stated that the company has some weaknesses that can impact future opportunities in the hospitality market. According to the interpretation of Ribeiro et al. (2021), customer service quality has a huge impact on customer satisfaction. Customer service plays an important role as it impacts the immediate experiences and also it can lead to long-term repercussions leading to customer turnover intention. Therefore, in this aspect, TUI is required to pay attention to the needs of customers and address their concerns in order to boost their customer experience. It is also seen that the company has been facing a shortage of skilled labourers, which as a result can also impede the customer experience. As opined by Rakshit and Paul (2020), the issues like a shortage of labours, and resource limitations restrain the organisation from operating at its optimal level impacting customer relations. However, the organisation must construct these areas in order to stay competitive in the area. Also, the opportunities are also needed to be adequately determined, as they can assist the brand in expanding its business. 
Drawing upon the strengths and its contribution, it is stated that the company has been investing heavily in cutting-edge technology like AI and algorithms, which can help the business acquire opportunities in the market such as retaining skilled workers. As opined by Allal-Chérif et al. (2021), technology and innovation have evolved as an essential tool to select, identify, and retain talents from across the world even during intense competitiveness or economic recession.
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Drawing on the overall analysis conducted using varied frameworks, the following recommendations could be proposed for enhancing the quality of service and customer satisfaction within the organisation.
Recommendation 1: Enhancement of the Security Measures and Service Quality
Primarily addressing the reported incidents considering the advent of improper security lapse and customer service should be a pivotal recommendation that should be incurred by the organisation. 
Potential Benefits:
The implementation of a prominent security measure within the properties of an organisation with a focus on the adult-only venues could be crucial for ensuring the well-being and safety of the customers. This could include the deployment of installing the surveillance systems, conduction of regulated security audits and deployment of a trained security personnel. The improvement of the overall service quality could require a comprehensive program for training for the staff members (Abbas, 2020). Hence, the emphasis should be placed within the emphasis on the communication skills, crisis management abilities, and problem-solving skills. Moreover, the implementation of a prominent mechanism for feedback in which the guests could report the concerns and issues could be pivotal. This helps in enabling the management department of an organisation to address the misconduct and mitigate the risk in enhancement of satisfaction for potential customers and stakeholders (Adeusi et al. 2024).
Impacts/success rates can be reviewed and measured
The success rate of the evaluated recommendation can be measured from the qualitative feedback of the customers visiting the hotel of TUI. The measurement of customer service metrics analysing the guest satisfaction feedback and the score associated with service (Han et al. 2020).The score and feedback can help in getting insights into the success of leveraging security measures and service quality.
Costs associated
Depending on the complexity and scale of the security measures including training, and audits. It can cost around £2000 to around £9,000 in a year. Therefore, it can be suggested that TUI can make investment in this suggested intervention in order to tackle the issues of service quality.
Recommendation 2: Strengthening of Food Safety Protocols
Considering the incidents of food poisoning that were reported at the TUI luxury reports further highlights the assertiveness within the aspects of food and safety protocols. For the prevention of these occurrences, the organisation should lay a profound prioritisation within the standards of food and hygiene standards that could facilitate the facilities of dining. It has to adhere to the safety legislations like The Food Safety Act 1990 and the General Food Law (EU Exit) Regulations 2019, in order to ensure that their food is safe and meets the standardised quality metrics. 
Potential Benefits:
This could include a regular inspection of storage facilities, handling the food items, and kitchen facilities for laying an adherence to the food and safety regulations. Moreover, investments within technologies of advanced food and technologies within the aspects of systems in relation to the temperature monitoring system could help in enhancing the effectiveness of food safety protocols (Lezoche et al. 2020). Thus, providing regulated inspections on the training of kitchen staff is a significant factor in strengthening the food and safety protocols within an organisation. Through the prioritisation of food safety, the organisation could fortify the overall risks of economic uncertainties within the hospitality sector.
Impacts/success rates can be reviewed and measured
The success rates can be measured through the number of incident reductions. Also, it can measure the outcomes while compliant with the Food Safety regulations through regular audits and monitoring the compliances (Khalid, 2023). It can be said that the company can measure the food safety protocols by evaluating their effectiveness and tracking the number of negative incidents. If the standards meet the regulations, there is a high chance of negative consequences. 


Costs associated
The recommended intervention can cost around £1000 to around £10,000, which can vary due to the number of frequencies of the audits and inspections. Furthermore, the temperature monitoring software can cost around £590 or £65 per unit in a year (Swift Sensors, 2023). This depends on the requirements and size of the inventory.
Recommendation 3: Cultivating a Culture of Continuous Improvement
Catering to a culture of continued improvement is crucial for the organisation for driving excellence and innovation within the aspects of service delivery. Moreover, the encouragement of participation and feedback within the process of decision making could help in the process of decision-making for empowering the staff members in contributing their ideas and enhancing the operational efficiency (Wang et al. 2022). 
Potential Benefits:
The implementation of a regulated evaluation and performance could help in evaluating the performance, thus recognition of employees through the prospects of employee rewards could cater to the contribution of TUI Hotels in long-term stability. The establishment of cross functional teams that are dedicated towards addressing the specified challenges considering the enhancement of customer service and initiatives towards sustainability helps in fostering innovation and collaboration (Eijebe et al. 2024). Investments in the aspects of developmental programs and employee training helps in ensuring that the workforce of the organisation are equipped with the asserted training protocols and skills to deliver an effective experience of services (King et al. 2021). Therefore, through the prioritisation of continued improvement, TUI Hotel could remain viable in maintaining a stagnant positioning within the dynamics of the hospitality sector.  
Impacts/success rates can be reviewed and measured
Measuring the success rate of the culture of continuous improvement can be complex because of the nature of continuous change. However, the company can set KPIs which can help in evaluating the effectiveness of the interventions such as customer satisfaction ratings, process cycle time, engagement surveys, or considering the total quality management ratings. The company can also consider error rates as well (Crysler, 2023). 
Costs associated
This intervention is highly valuable to the firms, gaining competitive advantage from training and developmental programs with an assumed range of £1252 per employee (Patriot Software, 2022). However, it also depends on the nature and size of training.
Recommendation 4: Navigating Economic Uncertainties
The diversification of the streams of revenue within the aspects of traditional hospitality services considering the aspects of partnerships and experimental packages could help in mitigating the overall impacts of the economic uncertainties.
Potential Benefits:
The implementation of a flexible strategy for pricing range in alignment to the loyalty programs could help in the process of capitalisation for stability of revenue and repeat businesses (SANDUA, 2023). Moreover, the conduction of regulated market analysis could help in the identification of customer preferences and the emerging trends that could be adapted within the offerings. This adaptability could help in responding to the overall marketing dynamics and strengthen the resilience of the organisation against the economic uncertainties faced (Sharma et al. 2020). Moreover, collaborating with the prominent stakeholders of the industry in advocating for the incentives and policies could help in mitigating the adverse effects of economic challenges faced by an organisation (Usman et al. 2024).  
Impacts/success rates can be reviewed and measured
This can be effectively measured by considering the KPIs such as revenue growth, customer retention, and acquisition in order to assess the impact of diverse revenue stream (Dubepatil, 2023).
Costs associated
Collaborations, partnerships, and negotiations can cost around £6,000 and experimental packages such as R&D can cost around £ 10,000. This is an estimated value and can vary in various countries as per their economic fluctuations.

Recommendation 5: Embracing Technological Innovations
Technology driven solutions would be highly influential for TUI Hotels to improve their operational efficiency and derive positive customer experience. 
Potential Benefit:
Implementing mobile applications for facilitating seamless booking, effective communication and tailored recommendations help create an overall positive customer experience (Das, 2023).  On the other hand, robotics and automation like using robots for carrying luggage, serving food and other room service features can effectively streamline their operations while emphasising on reducing manual mistakes (Tuomi et al. 2021). Data analytics is yet another potential technological advancement that can help TUI Hotels to personalise their offerings as per the evolving guest preferences. This personalised approach fosters stronger guest relationships and enhances overall satisfaction levels (Rane, 2023). Investing in innovative technologies not only differentiates TUI Hotel and Resorts from competitors but also positions the brand as a leader in the hospitality industry.
Impacts/success rates can be reviewed and measured
The Impact can be measured through employee engagement level as well as gain in the market share or enhancement in the brand visibility in the market. Furthermore, ROI of the technology can also be measured through analysing the revenue growth as well as attributes of cost savings (Joshi, 2023). For instance, “ROI = net income ÷ cost of investment × 100”.
Costs associated
The cost for this initiative will be required to support and maintain the technology systems, along with constant technical support. It can incur around 5% to 7% of the initial investment.
Lewin's Change management model
Lewin’s three-stage model also known as Lewin’s change management model includes ‘unfreezing’, ‘changing’, and ‘Refreezing’ (Tracy, 2020). The unfreezing stage includes destabilising the organisational status quo by creating urgency and preparing for the upcoming change (Burnes, 2014). This stage includes the practices such as identifying the current performance and behaviours that are required to make changes. In this stage, effective communication is crucial to inform the team members or stakeholders about the potential changes (Errida and Lotfi, 2021). Implementing the suggested changes within the organisation would require TUI to make informed decisions highlighting the need to initiate changes. According to the perspective of Li et al. (2021), communication during the change in an organisation is deemed to be fundamental to the company for effective outcomes as it allows the employees to be understood, managed, and interpreted. Transparency in internal organisational communication is crucial in facilitating the ability of employees toward change (Zainab et al. 2022). TUI, as a result, is also suggested to foster effective communication with its stakeholders to avoid the risk of employee resistance in the firm. Drawing upon the transitional stage of “changing”, once the firm is ready for change, this process includes the actual changes in the systems, processes as well as behaviours. As elaborated by Rehman et al. (2021), during change resistance to change risk may evolve as the employees may develop a negative attitude toward the new change impacting the overall performance. It is one of the huge challenges to the organisation in coping with the resistance. Therefore, in order to manage the change, the company is required to pay attention to the training, support, as well as positive involvement of the leaders. According to the perspective of Baron and Armstrong (2007), coaching, training and empowerment of the workers or team members is considered to be an effective tool for change management. It argued that this strategy can positively facilitate change efforts through developing the skills and capabilities of the employees, and also improve their readiness towards the change and involving them subsequently. This can also invoke a sense of resistive behaviour among the employees (Buttrick, 2009). Thus, drawing upon this, Consultancy Corner suggests TUI incorporate training, and developmental programs in the workplace such as cultivating a culture of continuous improvement. During the Refreeze stage, which is the final stage, where the changes are involved in the practice. This stage of change management can involve providing support and making required adjustments to the changes in an organisation. It is suggested that TUI foster a culture of feedback in the workplace, in order to get insight into the opinions and level of performance. As elaborated by Kotter (2012), feedback from the peers and subordinates is crucial to understand the areas of development and results to get a better understanding of the overall benefits curated by the change. Also, it corresponds to the required steps necessary for the change. TUI is suggested to take feedback from the stakeholders such as employees, customers, and other relevant stakeholders in order to measure the impact and analyse the underlying issues with the change process. Therefore, this is crucial to the success of change while implementing the above recommendations.
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	Number
	Problem
	Solution
	Desired outcome
	Time
	Completion Date
	Budget

	1
	Inadequate security measures and poor customer service leading to dissatisfaction
	Implementing security personnel training program, conduct security audits, and establish a feedback mechanism
	Increased security, enhanced customer satisfaction, and improved brand image
	6 months
	2024-11-06
	£50,000

	2
	Food safety issues causing customer illnesses
	Strengthening the food safety protocols, conduct regular kitchen inspections, invest in technology for monitoring food safety
	Elimination of foodborne illnesses, improved guest health, and satisfaction
	Ongoing
	-
	£30,000

	3
	Lack of skilled workers and continuous improvement culture
	Implementing employee training programs, establish cross-functional improvement teams, conduct quarterly feedback surveys
	Skilled and motivated workforce, culture of innovation, and improved service quality
	Annually
	2025-05-06
	£100,000

	4
	Economic uncertainties impacting revenue and growth
	Investing in technology-driven solutions, develop a mobile app for bookings, leverage data analytics for personalised services
	Diversified revenue streams, enhanced operational efficiency, and increased customer retention
	12 months
	2025-05-06
	£70,000

	5
	Emphasising on adult-only hotels limiting customer base
	Revising hotel policies to accommodate families, improve marketing to attract a broader audience segment
	Increased customer base, enhanced brand reputation, and improved occupancy rates
	6 months
	2024-11-06
	£20.0 (per adult)


Table 3: Action Plan
(Source: Self-Developed)
Action Plan:
The action plan helps in addressing the critical issues that are identified within the organisation, thus offering an approach of targeted solutions in enhancing efficiency in operations and satisfaction of customers. Through the prioritisation of feedback mechanisms and the security measures, an action plan aims in mitigating the concerns in regard to an inadequate customer service and security measures (Olajiga et al. 2024). Strengthening the protocols, with the investments made in monitoring protocols could help in the enhancement of customer well-being to reduce the foodborne illness (Aiyar and Pingali, 2020). The implementation of a robust employee training program could help in the enhancement of the overall quality of service and navigate through the aspects of economic uncertainties in ensuring increased customer relation and diversified streams of revenues.
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Therefore, this report has focused on the challenges faced by TUI Hotels and illuminated the underlying issues impacting the operation and customer satisfaction. This report had utilised the frameworks of TOWS, SWOT, and PESTLE to foster a comprehensive analysis under internal and external factors that influences the performance of the organisation. Within the report, the overall findings had signified the areas of concern which included poor service of customers, holistic approach to the security measures, and lapse in food safety, which had contributed to the hampering of customer satisfaction and the overall image of the organisation. The recommendations that were adopted in this report were designed to address the oral challenges strategically and systematically. The emphasis on strengthening the protocols of food safety, measures of security, and cultivation of a continued improvement culture undermined the significance of proactive measures to mitigate the risk and faster a more comprehensive environment in development of customer satisfaction. Furthermore, then integration of solutions and the embarrassment of technology innovations, their presented varied opportunities for the organisation to streamline their operations, providing personalised solutions, and help differentiate themselves within the dynamics of the hospitality industry. The implementation of the living change management model had provided a structural approach in navigating this recommendation effectively. Through the stage of “unfreezing” within the organisation, “changing” a process of transformation towards employee support and proactive communication, and “refreezing” of the new practices within the organisational culture, TUI hotel could navigate the complexities of change management by ensuring an even more sustainable outcome. The rate of success for these strategic recommendations upon the impacts and continuous monitoring could be imperative for the organisation in ensuring the financial alignment with the goals and objectives. Fostering a culture of collaboration and feedback from the stakeholders of the organisation which includes their customers, employees and strategic partners could be crucial in maintaining responsiveness and agility to address the challenges and requirements that are continuously evolving. Considering the transformative journey of the organisation, it would be crucial in recognising the world change that requires resilience and adaptability. Therefore, the embarrassment of a mindset for growth with a commitment towards excellence, TUI Hotels and Resorts could position themselves as a prominent leader within the hospitality sector to drive prominent growth prospects and cater to driving a process of sustainable growth and providing exceptional customer service within its organisational network spread worldwide.
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