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Executive summary


Rixos Sungate is nestled along the stunning coastlines of Alanya, Turkey. The hotel is well known for its luxurious accommodation, breathtaking views and world class hospitality services.
However, recent challenges have emerged, threatening the hotel’s reputation and performance. Reports of guests falling ill, dissatisfaction with the hotel’s condition, poor food quality and perceived unfriendliness of staff have raised concerns amongst stakeholders and highlighted the need for strategic intervention. 

This executive summary provides a condensed overview of the comprehensive consultancy report Hospitality Solutions have prepared for Rixos Sungate, offering insights into the key issues identified, strategic recommendations proposed and anticipated outcomes. By addressing the hotel’s challenges head on and leveraging its strengths, this report aims to guide Rixos Sungate towards sustainable growth, enhanced guest satisfaction and continued success in the hospitality industry.

The report begins with an in-depth analysis of the current situation at Rixos Sungate, highlighting the key challenges facing the hotel, which have tarnished the hotel’s reputation and led to concerns about long term viability. These issues have had a negative impact on guest satisfaction, occupancy rates and revenue generation, which require immediate attention and strategic intervention.

The report employs a strategic framework to address the identified challenges and capitalise on opportunities for improvement. The framework includes various analysis’s including STEEPLED, SOAR and TOWS, to assess both external and internal factors, identify strengths and weaknesses and develop actionable strategies for success.

The report offers a range of strategic recommendations to address the highlighted challenges effectively and drive sustainable growth. Key areas of focus include – 

Food safety and quality management – Implementing rigorous food safety protocols, enhancing staff safety and hygiene training and investing in quality ingredients to reassure guests and restore trust in the hotel’s culinary offerings.
Facility renovation and modernisation – Investing in renovation projects, upgrading amenities and embracing sustainability practices to enhance the hotel’s physical appeal, attract new guests from different market segments and maintain competitiveness.
Guest experience enhancement – Improving staff friendliness and customer service through comprehensive training programmes, recognition and reward initiatives to exceed guest expectation and loyalty.
Cost optimisation and efficiency – Implimenting efficiency measures, optimising resource allocation and negotiating better contracts with suppliers to avoid rising operational costs and improve financial performance.

By implementing the proposed recommendations, Rixos Sungate can achieve tangible outcomes that positively impact its reputation, guest satisfaction and financial performance. Anticipated outcomes include:

Enhanced guest satisfaction – Improved food and hygiene safety, enhanced facilities and exceptional service delivery will lead to higher guest satisfaction scores, positive reviews and increased guest loyalty.
Competitive advantage – Modernised facilities, new culinary experiences and personalised services will differentiate Rixos Sungate from competitors and attract new market segments.
Financial sustainability – Cost optimisation measures and improved operational efficiency will enhance the hotel’s financial sustainability and long-term profitability.
Hotel reputation – A renewed focus on quality, innovation and guest expectations will strengthen Rixos Sungate’s reputation and position the hotel as a preferred destination for luxury travel.

The report presents a strategic plan for addressing the hotel’s challenges and maximising its potential for success. By embracing innovation, investing in quality and prioritising guest satisfaction and safety, Rixos Sungate can overcome their current challenges, enhance their competitive position and achieve sustainable growth in the hospitality industry.




Introduction

This report has been prepared on behalf of the Rixos Sungate hotel in Alanya, Turkey to improve profitability for the organisation, it is crucial for hotels to improve their profitability as it is an important element in their long-term success, it enables organisations to increase efficiency, reduce expenses and drive profit (Epilson, 2023). In 2023 Rixos Sungate has received a lot of bad publicity after numerous guests became ill while staying at the hotel, this was broadcast on television and in newspaper articles. Many holidaymakers that fell ill at the hotel threatened legal action against TUI the British travel agent that booked the holidays (ITV, 2023). This is very problematic for the hotel as there has been a lot of media exposure regarding the subject and the hotel has received a lot of negative feedback.

The Rixos Sungate hotel is a 5-star hotel located in Kemer on the Gulf of Antalya, the resort sits on golden sands offering amazing views of the Mediterranean Sea with a stunning backdrop of the Tauras mountains. The resort has an extensive list of leisure facilities on offer including 12 swimming pools, 2 aqua parks, cinema, bowling alley, gym, tennis courts, spa and a kids club. The hotel offers various types of guest rooms and suites, varying from standard rooms to presidential villas and is home to the largest convention centre in the Mediterranean region. The hotel has 14 restaurants onsite ranging from infinity buffets to simple snack bars and 12 bars which serve everything from cocktails to healthy juices (Rixos, 2024). Rixos Sungate first opened in 2005 and has since been renovated in 2012, the hotel boasts 1094 guest rooms and is set in over 60 acres of beautiful grounds (Oyster, 2024).

Hospitality Solutions are leading consultancy experts in the hospitality industry, our services are designed specifically to benefit the unique needs of the hospitality industry. The company was founded in 2009 and has been working with leading hospitality organisations worldwide with various projects including managing change, training and development, improving profitability, optimising operations and improving businesses overall health. The aim of Hospitality Solutions is to offer simple achievable solutions to deliver amazing results.

The purpose of this report is to provide a comprehensive analysis of the issues faced by Rixos Sungate and offer a strategic plan so the hotel can move forward and improve profitability, it will investigate how the hotel has been impacted, if there are any causes to the issue, has feedback been an issue and has it affected the companies reputation. A STEEPLED analysis will be done to examine the external factors, a STEEPLED analysis offers a detailed overview of different external factors and gives an insight into how they can affect a business (Baruah, 2020). A SOAR analysis which is a positive, forward-looking approach to strategic planning will be completed to get a positive evaluation of the hotel (Cuofano, 2023). A TOWS analysis will be completed, which is a planning tool and decision making template that is used to identify potential threats and measure the strength of internal factors within the hotel (MasterClass, 2022). Recommendations will be made and an action plan will be drawn up with desired outcomes. By identifying the root causes of the problems and proposing actionable solutions, the report aims to assist the hotel management in enhancing operational efficiency, improving guest satisfaction and maximising profitability.



Analysis

In 2023 several British tourists raised complaints about Rixos Sungate Alanya, after they fell ill while staying at the hotel. A BBC report Claimed that fourteen families who had recently returned from the five star hotel in Turkey had tested positive for salmonella, E. coli and campylobacter, guests were left hospitalised and scared that family members may die due to the severity of the illnesses, there were complaints from guests that the hotel was serving undercooked food, cutlery, crockery and tables were often dirty, there were cats in and around the restaurants, chefs were smoking in fire exits, not washing their hands and not wearing gloves to serve food (Elgueta, 2023). Many media organisations told the British public about the issues at the hotel including television channels, national newspapers and local newspapers, many guests also left reviews on sites such as TripAdvisor advising against travel to the hotel.
Food poisoning kills 420,000 people a year and over 600 million people a year are affected from symptoms of food poisoning (Coyle, 2019). This is very worrying for potential guests, who are expected to spend lots of money to possibly get seriously ill.

The hotel has been impacted in several ways, over 130 customers which include over 50 children have put in claims to recover their holiday costs after falling ill whilst staying at the hotel (irwinmitchell, 2023). Another claims company on the internet called Holiday Claims Bureau are asking anyone affected by illnesses to contact them for assistance with compensation claims (Holiday Claims Bureau, 2024). Compensation claims may incur substantial financial losses to the hotel including medical expenses, damages and potential legal fees (Spencer, 2023). Increased compensation claims may also lead to higher insurance costs for the hotel which will affect the overall operational costs and budget. The hotel has received a lot of bad publicity regarding the cases which will deter guests wanting to stay at the hotel. The British government issued a warning to potential holidaymakers to advise against travel to Turkey due to the increased numbers of guests falling ill (Hagan, 2023).

The main cause for the loss of profit is caused by the food poisoning claims and the extent of the coverage this received, but after researching customer feedback, it seems there are many unsatisfied customers with many complaints that will need fixing to build customers faith in the hotel. Rixos is a luxury, exclusive brand who claim to make holiday dreams come true for everyone (Rixos, 2024). Unfortunately, many of the customer reviews do not paint the same picture. Many guest reviews on TripAdvisor state the food is poor quality, the staff are unfriendly, the food hall resembles a cattle market, guests have been unwell whilst staying at the hotel, the hotel is rundown, dated and in need of renovation, the hotel cuts corners and in general the hotel does not live up to the standard and name of Rixos (Tripadvisor, 2024).

With Rixos being known worldwide as a luxury brand, not only is Rixos Sungate getting a bad reputation, the reputation of Rixos is also being affected by the problems guests are encountering. Consistency is key to successful branding (Arruda, 2023). Sadly, it seems Rixos Sungate, have lost sight of Rixos’s brand values. Rixos’s principle is to give their guests 100% satisfaction (Ciccarone, 2012). From the guest feedback research, Rixos Sungate are far from reaching 100% guest satisfaction at present. Negative reviews and word of mouth publicity have made customers lose trust in the hotel, resulting in decreased occupancy rates, lower customer retention and loss of revenue. Addressing these concerns is important for the long-term viability of the hotel. As it has been found that negative reviews can convince 94% of consumers to avoid a particular business (Otar, 2018).




Identified Issues

Food safety and quality concerns & poor food quality – Reports of guests falling ill with food poisoning have raised questions about the hotel’s food safety protocols and hygiene standards. Complaints about the quality of food served at the hotel’s restaurants have surfaced, impacting guest satisfaction and dining experiences.
Root causes – Inadequate training of kitchen staff on food safety practices, poor sanitation and hygiene standards in food preparation areas, inefficient monitoring of food handling procedures, lack of quality control measures for food procurement and storage (Pew, 2020).
Implications – Increased risk of foodborne illnesses (GOV.UK, 2023). Guest complaints, damage to the hotel’s reputation and brand image, loss of trust and confidence among guests leading to revenue decline.

Guest perception – Some guests have expressed dissatisfaction with the overall condition of the hotel, noting signs of wear and tear and lack of maintenance.
Root causes – Discrepancy between guest expectations and actual service delivery, inconsistent service standards across different departments, failure to address guest feedback and complaints promptly, perception of the hotel as outdated and in need of renovation (Fuchs, 2022).
Implications – Decline in guest satisfaction and loyalty, negative online reviews and media backlash, reduced likelihood of repeat custom and referrals, difficulty in attracting new customers and retaining exiting ones (Vo, et al., 2022).

Perceived unfriendliness of staff – Several guests have commented on the unfriendliness of some of the hotel staff and a lack of staff being able to speak English, this highlights issues related to communication, professionalism, and customer service (Clare, 2019).
Root causes – Inadequate training and development opportunities for staff members, lack of employee engagement and motivation, communication barriers and cultural differences affecting guest interactions, ineffective leadership and management practices (Beaumont-Oates, 2023).
Implications – Decreased employee morale and job satisfaction, poor customer service and interpersonal skills, negative impact on guest perceptions and experiences, high staff turnover rates and recruitment costs (Sweeney, 2021).

Hotel condition and renovation – Guests have reported the hotel is dated and in need of renovation. 
Root causes – Deferred maintenance and neglect of physical assets, limited budget allocation for renovation and refurbishment projects, failure to keep up with the evolving industry trends and guest preferences, insufficient focus on sustainability (Turner and Hesford, 2018).
Implications – Diminished aesthetic appeal and functionality of facilities, perceived lack of investment in guest comfort and satisfaction, competitiveness disadvantage compared to newer establishments, risk of safety hazards (Goldin, 2013).


Allegations of cost-cutting measures – There are allegations that the hotel management have been implementing cost cutting measures that compromise the quality of service and guest experience.
Root causes – Pressure to reduce operating expenses and improve financial performance, short term focus on cost savings without considering long term consequences, lack of transparency and communication regarding cost cutting initiatives, sacrifice of service quality and guest experience to gain profit (Kenton, 2021).
Implications – Compromised service standards and guest satisfaction, erosion of brand reputation and value proposition, difficulty in attracting and retaining good employees, limited capacity for innovation and growth long term (Arranz, 2021).


Steepled Analysis

Social factors - 

Guest illnesses
Opportunity – Increased awareness of health and safety among guests presents an opportunity to enhance food safety protocols and reassure guests of their wellbeing.
Threat – Negative publicity from guest illnesses can damage the hotels reputation and deter customers from making bookings (Vo, et al., 2022).

Unfriendly staff
Opportunity – Investing in staff training and development to improve interpersonal skills can enhance guest satisfaction and loyalty. Using the SMART goal framework would help, with this you can set goals that are specific, measurable, attainable, relevant and time based (Indeed, 2023).
Threat – Negative perceptions of staff friendliness can lead to poor online reviews which will impact the hotels reputation (Trust You, 2017).

Technological factors – 

Guest feedback mechanisms
Opportunity – Using technology to streamline guest feedback collection and analysis can provide valuable insights for service improvement (Michalis, 2023).
Threat – Failure to adapt to technological advancements may result in inefficient feedback processes and missed opportunities for customer engagement (Bernuy, 2023).

Economic factors - 

Renovation costs
Opportunity – Investing in renovations can modernise the hotel’s facilities and attract higher paying customers which will lead to increased revenue.
Threat – Economic downturns or budget constraints may limit the hotel’s ability to finance renovation projects, resulting in deteriorating facilities and guest dissatisfaction.

Cost of quality ingredients
Opportunity – Sourcing high quality ingredients for food preparation will enhance the hotel’s reputation and justify premium pricing (Doheny, et al., 2017).
Threat – Rising food costs may strain the hotel’s profitability, leading to compromises in food quality or price increases that deter guests visiting (Butler, 2022).



Environmental factors - 

Health and safety regulations
Opportunity – Compliance with environmental health regulations can reassure guests of the hotel’s commitment to safety and hygiene standards (Stephens, 2024).
Threat – Non-compliance with regulations may result in fines, legal liabilities and reputational damage (Stephens, 2024).

Political factors - 

Government regulations
Opportunity – Government policies supporting tourism and hospitality can create a conductive business environment for the hotel (GOV.UK, 2023).
Threat – Political instability or regulatory changes may disrupt operations and deter tourists from visiting the region (Price and Clark, 2024).

Legal factors – 

Food safety standards
Opportunity – Adhering to strict food safety regulations can protect guests from illnesses and mitigate legal risks for the hotel.
Threat – Failure to comply with food safety standards may result in fines, legal battles and damage to the hotel’s reputation.

Ethical factors – 

Staff treatment and welfare
Opportunity – Demonstrating a commitment to fair treatment and employee welfare can improve staff morale, productivity and guest satisfaction (Boogaard, 2021).
Threat – Reports of unethical behaviour or mistreatment of staff can tarnish the hotel’s reputation and deter socially conscious guests.





Demographic factors – 

Changing guest preferences
Opportunity – Understanding and catering to evolving demographic preferences, such as health conscious dining options or sustainable practices can attract new market segments (Hotelchamp, 2024).
Threat - Failure to adapt to changing preferences may result in declining guest satisfaction and loss of competitiveness.


SOAR analysis

Strengths
Rixos Sungate offers upscale accommodation, multiple restaurants, bars, swimming pools, waterpark, spa facilities and activities to provide guests with a comprehensive luxury experience. Situated along the Mediterranean coastline, the hotel has stunning views, beautiful beaches appealing to leisure travellers seeking relaxation and indulgence.
The hotel caters for both leisure and business travellers, hosting events, conferences and weddings throughout the year, diversifying its revenue streams and occupancy rates (Rixos, 2024).

Opportunities 
Investing in staff training, technology upgrades and guest engagement initiatives can further elevate the guest experience and differentiate Rixos Sungate from their competitors.
For example, exploring new markets, targeting niche segments and market share (appinio, 2023).
Implementing more eco-friendly practices, promoting sustainability and adopting green technologies can appeal to environmentally conscious travellers and enhance the hotels reputation.
Enhancing menu offerings, culinary experiences and food quality can position the hotel as a gastronomic destination, attracting food enthusiasts and enhance guest satisfaction (Toevs, 2023).
Investing in renovation projects, modernising facilities and upgrading amenities can rejuvenate the hotel’s appearance, improve guest comfort and maintain competitiveness in the market.

Aspirations
Rixos Sungate aspires to exceed guest expectations, deliver exceptional service and create memorable experiences to gain loyalty and positive word of mouth recommendations.
The hotel aims to have a culture of employee engagement, empowerment and professional development, where the employees are committed to delivering an outstanding service.
The hotel aspires to contribute positively to the local community, supporting social events, cultural events and environmental conservation efforts.
Rixos Sungate strives for sustainable growth, profitability and financial stability (Rixos, 2024).

Results
Rixos Sungate aims to achieve higher guest satisfaction scores, reflected by positive reviews, repeat bookings and guest loyalty.
The hotel seeks to expand their market share through targeted marketing campaigns and partnerships to attract new segments of travellers.


TOWS analysis

Strengths – Opportunities strategies
Capitalise on the hotel’s upscale accommodation and facilities to attract high end clientele and position Rixon Sungate as a premier luxury destination.
Exploit the opportunity to improve food quality and dining experiences, to open the hotel up to food enthusiasts and enhance guest satisfaction (Toevs, 2023).

Strengths – Threats strategies
Invest in comprehensive training programmes to improve interpersonal skills and service delivery to mitigate the threat of negative perception.
Defend against threats to the hotel’s reputation by working on reputation management and reinforcing the commitment to quality service, guest satisfaction and adherence to health and safety standards (Whatman, 2021).

Weaknesses – Opportunities strategies
Address weaknesses related to the hotel’s physical condition by investing in renovation projects to modernise facilities, improve aesthetics and enhance guest comfort.
Capitalise on the opportunity to adopt sustainable practices and green initiatives.

Weaknesses – Threats strategies
Implement cost optimisation measures to lower the rise of operational costs by negotiating contracts with suppliers (sievo, 2023).
Prepare for potential incidents such as food safety claims by developing robust crisis management protocols and training staff on emergency procedures (Food Standards Agency, 2023).


Recommendations and change management

The below recommendations have been made following in depth research and analysis of Rixos Sungate.

Food Safety and quality management
Implement rigorous training programmes for kitchen staff on food hygiene and safety protocols – Food safety and hygiene training is a critical component in the success of a hospitality organisation. Effective training programmes will contribute to the development of robust food safety culture.
Food handlers are the first line of defence against food safety threats within the hotel; they should be equipped with the correct tools and knowledge required to combat safety and hygiene issues within their control (Suraj, 2023).
Enhance sanitation practices and regular inspections of food preparation areas – To ensure the hotel meets hygiene and sanitation requirements staff must be educated on the 4 steps of food safety, clean, separate, cook and chill. 
Clean – Hands must be washed for at least 20 seconds with soap and water before, during and after preparing food, always wash hands after handling uncooked meat, seafood and eggs, wash utensils, chopping boards and work tops with warm soapy water after preparing each food item. Rinse all fruit and vegetables before serving.
Separate – To avoid cross contamination ensure everything is stored correctly in the refrigerator, use separate chopping boards for meat, vegetables, bread etc.
Cook – Ensure food is cooked to the correct temperature, by using a food thermometer you can check the internal temperature is high enough to kill any germs.
Chill – Food must be refrigerated correctly, bacteria can multiply rapidly if left at room temperature (CDC, 2024).
Establish strict quality control measures for food procurement, storage and handling.
Conduct periodic audits and assessments to ensure compliance with food safety regulations (Food Standards Agency, 2023).

Kitchen staff will need to do an online course to learn all of the above, then some on the job training to ensure everything has been picked up. Records must be kept of cleaning schedules and cooking temperatures so they can be monitored and regular checks from management must take place to check the department is adhering to the new changes.
The cost for the online training courses will be £20 plus vat per person for a Level 2 food safety and hygiene course and £130 plus vat per person for kitchen supervisors and managers for a Level 3 supervising food safety course (High Speed Training, 2024). Each employee will receive certification on completion of the course.

The human resources team will need to arrange the training for the staff.

Guest experience enhancement
Conduct regular guest surveys and feedback sessions to identify areas of improvement. Feedback needs to be monitored and acted upon, taking action on guest feedback shows guests you care and builds their trust (Verma, 2023).
Invest in staff training programmes focussed on interpersonal skills and customer service excellence to ensure guests are getting the service they expect, investing in employees, does not just enhance the individual’s skills, it brings significant benefits to the team and the organisation as well, it helps to motivate staff, increases productivity and performance, improves job satisfaction and engagement and helps with employee retention (Linkedin, 2023).
For the staff that can’t speak English, arrange some English lessons so that they are able to communicate better with guests.
Celebrate special occasions, this sends a powerful message to guests that you care about them by providing a personalised service, gestures like this help to retain guest loyalty (Lacalle, 2023).
Revise menu offerings and culinary practices to elevate the dining experience for guests.
Implement technology solutions for streamlined reservations, check in, check out processes and personalised service delivery (Cook, 2023). Guests are always looking for emerging trends, if Rixos does not keep up with current trends, guests will begin to look elsewhere to competitors that do offer these services.

All customer facing staff will need training on inter-personal skills and customer service excellence, this will be done by supervisors from each department with their team individually to ensure they understand guest expectations and are providing the best service possible to guests.
Admin staff will need to be trained on how to gather guest feedback and how to respond to guest feedback professionally and report back to different department managers on any negative feedback the hotel is receiving so it can be acted upon.
Basic English lessons for staff in need of help will be provided for 1 hour twice a week, which will help them to gain confidence when dealing with guests and leave the guests feeling more satisfied. The cost for an English teacher for 1 hour twice a week will cost £50.
Admin staff need to be aware of guest’s birthdays, anniversaries etc just by leaving a simple Happy Birthday card and a basket of fruit, will leave guests feeling valued.
Revise the menu in some of the restaurants to attract new customers, create an experience for guests such as cooking their own meal on a hot stone, guests are looking for new experiences and trends. New equipment will need to be purchased to offer this new experience costing approximately £500.

The human resources team will need to arrange training programmes.

Staff training and motivation
Develop comprehensive training programmes covering job specific skills, communication techniques and cultural sensitivity, it is important to cover cultural sensitivity at Rixos Sungate as guests are visiting from many different countries who have different cultures, it is important for employees not to be ethnocentric, but to actively listen, be patient and understand and have interest about different cultures to fully embrace diversity and make the guests feel comfortable (Les Roches, 2024).
Recognise and reward employees with tangible rewards, so they feel a sense of belonging.
Provide opportunities for career advancement and professional development through internal promotions and external certifications.
Improve communication channels between management and staff to address concerns and foster collaboration (Pure Wellness, 2021).

Staff need to be re-trained on their specific job roles and ensure they align with the Rixos brand and values, as some guests feel they are not receiving the same experience they have received at other Rixos hotels.
All customer facing staff need training on cultural sensitivity, A full day is required for a trainer to educate staff in groups throughout the day about the importance of cultural sensitivity. The cost for this would be £300.
Employees need to be recognised and rewarded, each department should have an employee of the month award, this will encourage staff to be professional, motivate them, make them feel valued, boost team morale and increase staff retention (Morris, 2024).
It is important that a clear route for career advancement is made, so employees have something to aim for, this promotes job satisfaction and retention (Coffman, et al., 2021).
Management need to create clear communication channels to employees, by keeping employees informed, managers can build a sense or transparency and trust, it is also a good opportunity for employees to provide feedback and suggestions (Wrike, 2023).

Human resources team will need to arrange training programmes and implement recognition programmes.

Facility management and renovation
Prioritise renovation projects based on guest feedback, market trends and sustainability goals.
Allocate sufficient budget and resources for ongoing maintenance and upkeep of facilities.
Partner with reputable vendors and suppliers to ensure quality materials and workmanship (BUILDEO, 2024).
Incorporate eco-friendly practices and energy efficient technologies into renovation plans to reduce environmental impact, such as smart lighting, solar powered systems and water saving technologies (Energy5, 2023).

The highlighted areas that guests have mentioned that are in need of renovation should be looked at first. Firstly, areas that are dangerous and causing injury, for example one review states that both her son and daughter got injured on some exposed metal at the swimming pool. This needs fixing to prevent further injuries. Next the rooms need to be looked at, one guest states he requested to move rooms 3 times due to poor quality, each room had a bad smell and window handles were broken, other report the hotel looks tired and in need of renovation (Tripadvisor, 2024). This is not what is expected from a 5-star hotel, to keep up with guest expectations the hotel must take upkeep of the hotel seriously, as it is having a bad impact on guest expectations which is clearly seen in guest feedback. All
rooms require a deep clean and any broken fixtures need to be fixed.
The cost of fixing the broken metal by poolside and deep cleaning of rooms and fixing any broken fixtures would be £5000.
Eventually the hotel will need to be fully renovated to keep up with market trends and sustainability initiatives, so it doesn’t fall behind of its competitors.
More eco-friendly practices need to be incorporated within the hotel, smart lighting and water saving technologies these will reduce costs in the long term and also attract environmentally conscious guests (hospitalitynet, 2024). 
Smart lighting in the hotel can result in huge savings, a 200-bedroom hotel found that they saved $20,000 a month from smart lighting system (Starley-Grainger, 2018). 
By fitting water saving technologies such as low flow shower heads and water aerators can save money on bills, low flow showerheads can reduce the wastage of water by 60%, as well as saving money it also helps the hotel to align with environmental responsibility goals. 
Faucet aerators cost very little, but can save on 50% of water usage, they are easy to install and very cost effective (Peter, 2023). The cost to install these in the hotel would be approximately £2500.

Finance department will need to allocate a budget for renovation projects and cost saving initiatives.



Cost optimisation strategies
Conduct a comprehensive review of operating expenses to identify areas for potential savings.
Implement efficiency measures such as energy conservation, waste reduction and inventory management.
Negotiate favourable contracts with suppliers and vendors to achieve cost savings without sacrificing quality.
Encourage staff participation in cost saving initiatives through incentives and recognition programmes (bucket list, 2023).

Finance team need to look at hotel expenses and identify areas where expenses can be saved. As stated above water and energy saving technologies are in need of updating to enhance cost saving, current contracts should be negotiated with suppliers.
Set up a reward scheme for staff in cost saving initiatives, you will be surprised how much they would like to get involved!


A change management strategy is crucial for managing both the employees and the new processes, employees will not follow along if they haven’t been told what is happening and why (Austin, 2021).
Managing change involves leadership, from both the top and bottom of the organisation to get involved, Kotter’s eight step change model can help with managing change (Whittington, 2019). Kotter states that the eight steps are a process and all steps must be followed to perform a successful change (Burnes, 2014).
The eight steps of Kotter’s framework start with getting all employees on board with the changes and creating a sense of urgency, then recruiting powerful leaders, building a vision and communicate effectively to employees about it, remove any obstacles in the way of the vision and build on momentum, If these tings are done then you can change part of the organisational culture and all changes will go smoothly (Mind Tools, 2024).

After changes have taken place, it is very important that they are monitored and evaluated, the key performance indicators would include.
Guest satisfaction scores and online reviews
Number of reported food safety incidents
Staff turnover rates and employee engagement levels
Revenue and profitability metrics
Progress against implementations milestones and timelines.

Next to achieve long term success, the hotel needs to look for continuous improvement, this is an important aspect for long term success in the hospitality industry, by consistently evaluating and enhancing the hotel’s operations, the hotel will stay competitive and provide better experiences for the guests.
Periodic reviews and adjustments of strategies need to take place, based on feedback and performance data.
Benchmarking against industry standards and best practices needs to take place.
Innovation and experimentation need to be encouraged to drive continuous improvement skills (STAY EXPRESS, 2024).

























Action plan

An action plan has been set up in prioritisation of recommendations, immediate actions have been listed first, followed by short term focus then long-term strategy.

	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion date
	Planned budget

	1
	Food safety issues
	Food safety and hygiene training for all kitchen staff 
	Feedback about food safety and hygiene will improve and existing customers will see that their feedback has been acted upon which will build trust with the hotel and increase conversion rates
	2 months
	Apr-24
	£2,300

	2
	Guest feedback collection and analysis
	Training on how to gather guest feedback and how to respond to guest feedback professionally and ensure feedback is being relayed to individual departments to be acted upon
	Guests will feel their feedback is being noted and acted upon which will build customer trust, retain customers and provide a better guest experience
	2 months
	Apr-24
	£1,000

	3
	Employee engagement
	Implement an employee recognition and reward programme
	Employees morale will be boosted, job satisfaction will enhance, productivity will improve to create as positive work culture
	2 months
	Apr-24
	£1,000

	4
	Unhelpful staff
	Training for customer facing staff on inter-personal skills, customer service excellence and cultural awareness
	Feedback will improve, guests will feel like their feedback has been noted and acted upon. Employees will be more motivated
	2 months
	Apr-24
	£1,000

	5
	Lack of English language
	English lessons
	Employees will feel more confident when dealing with guests and be able to provide a better service and meet guest expectations
	4 months
	Jun-24
	£800

	6
	Lack of personalisation
	Celebrate guest celebrations
	Guests with happy memories, which will build an emotional connection with the hotel, guest feedback will improve. More guests will be attracted due to personalised services
	4 months
	Jun-24
	£1,000

	6
	Property renovation and Eco-initiative cost savings
	Problems reported in feedback need to be fixed, firstly areas that are causing injury. Rooms need to be deep cleaned and any broken fixtures fixed. Eco-initiatives need to be added to rooms.
	Guest feedback will improve, customers will feel more satisfaction and new eco-initiatives will attract more guests to the hotel.
	6 months
	Aug-24
	£10,000

	7
	Poor food quality complaints
	Revise menu and offer new culinary experiences.
	Revising menu will improve guest feedback and implementing new culinary experiences will keep the hotel up to date with new trends, attract food enthusiasts and increase guest satisfaction
	6 months
	Aug-24
	£800

	8
	Employee engagement and retention
	Set up comprehensive staff training and development initiatives
	Employees morale will be boosted, job satisfaction will enhance, productivity will improve to create as positive work culture
	12 months
	Feb-25
	£1,000

	9
	Cost cutting claims
	Implement cost optimisation measures and efficiency improvements
	Long term this will reduce costs for the hotel and improve efficiency
	12 months
	Feb-25
	£2,000








Conclusion

In conclusion, this consultancy report on Rixos Sungate, Alanya, has provided a comprehensive analysis of the hotels current challenges and offered strategic recommendations to address them effectively. Several key issues have been identified that are affecting the hotel’s reputation, guest satisfaction and operational efficiency, including reports of guests falling ill, the need for renovation, poor food quality and perceived unfriendliness of employees.
By examining these issues through various lenses, including STEEPLED, SOAR and TOWS analysis, valuable insights have been gained into the external factors influencing the hotel’s performance and the internal strengths and weaknesses that shape its ability to respond to challenges and seize opportunities.

One of the critical findings of this report is the importance of prioritising guest safety and satisfaction. Incidents of guests falling ill due to food poisoning have had a significant impact on the hotel’s reputation and must be addressed urgently. Implementing rigorous food safety protocols, enhancing in staff training and investing in quality ingredients are essential steps to reassure guests and restore trust in the hotel’s culinary offerings. Additionally improving staff friendliness and customer service through comprehensive training programmes and recognition initiatives is crucial for enhancing guest experiences and loyalty.

Another key recommendation is the need for renovation and modernisation to address guest concerns about the hotel’s condition. By investing in renovation projects, upgrading amenities and embracing sustainable initiatives, Rixos Sungate can enhance its physical appeal, attract new market segments and maintain competitiveness in the hospitality industry. 

It is important for Rixos Sungate to adopt a holistic approach to address the identified challenges and capitalise on the opportunities available. By aligning its strategic objectives with the expectations of guests, employees and stakeholders, the hotel can create a positive work culture with engaged employees and deliver memorable experiences that exceed guest expectations. 

The successful implementation of the recommendations outlined in this report will enable Rixos Sungate to overcome its current challenges, enhance guest satisfaction and achieve sustainable growth and maximise profitability.

Finally, Hospitality Solutions would like to thank you for your time and co-operation whilst preparing this report. It is hoped that you will find the recommendations and action plan useful and be able to implement the changes successfully, should you require any further help with your next steps, please do not hesitate to contact us.
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