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Executive Summary 
A consultancy report is considered to be a significant report prepared by a consultant on behalf of a company or a client who does not have enough time to gain knowledge through thorough research in which the consultant does the research and lays out all the information regarding a significant operational issue or problem along with its resolution into the report for the company to have an overview of the problem in hand and the resolution as a choice.
Within the present consultancy report, the consultant has offered a brief overview of the operational issues currently being experienced by Barcelona Princess Hotel that have a direct impact on the organization's operational activities and its profitability. The major three problems of its operations are identified to be the continuous failure in customer retention. The second problem is the inability to respond to competition within the market segment in an effective manner. The last operational problem is identified to be the failure of considering customer feedback before mitigating previously existent, operational issues or problems.
The consultant has offered a detailed analytical overview with the help of three significant frameworks such as PESTLE analysis, SWOT analysis, and TOWS analysis which have helped the consultant in identifying the significant factors which are posing opportunities and reflecting threats for Barcelona Princess Hotel to consider in the future. The Spanish hotel industry is considered to be a highly volatile and competitive marketplace. The volatility primarily arrives through the unstable economic situation and on the other hand, the competitiveness entirely arises due to the availability of numerous suppliers of similar services at a cheaper rate and the continuous conflict regarding the quality of products and services offered by them.
The analytical findings Have briefly identified that the inappropriate staff and service system of Barcelona princess hotel along with the lack of consideration of customer feedback and the lack of contingency plans for uncertain situations are the primary ops operational factors which are creating no operational issues. Based on this finding the researcher has concluded that irrespective of having a competitive advantage, Barcelona Princess needs to identify its trends and utilize the opportunities in developing a better competitive advantage through a quality assurance system and implementation of a risk assessment matrix.
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[bookmark: _Toc136737751]Purpose
The consultancy report presently focuses on offering a strategy evaluation of the different factors that are contributing towards the operational issues present within Barcelona Princess Hotel. The entire focus of the consultancy report is based on evaluating the current operational issues and problems experienced by the organization that is directly contributing to the organizational failure to getting appropriate sustainability, whether from the economic, social, or environmental aspects (Larrinaga and Vallejo, 2021).
The consultant evaluates the macro and micro environmental factors with the help of PESTLE analysis. This particular analytical framework is considered to identify the external environmental factors that have a direct effect on organizational performance. Additionally, the consultant has considered SWOT analysis which assists in critically identifying the internal strengths, weaknesses, opportunities, and threats of the hotel that are influencing the organizational performance. Lastly, a TOWS analysis is performed to understand the link existing between strains, opportunities, weaknesses, and threats, which have a positive or negative impact on organizational sustainability.
Lastly, the con consultant has performed a detailed operational performance and financial performance based on identifying the issues and the opportunities for meeting hitting the existing problems and risks of the operational strategies for Barcelona Princess Hotel in Spain.
[bookmark: _Toc136737752]Problems/Issues
There are a few major operational problems identified for Barcelona Princess Hotel that include;
· Barcelona Princess Hotel is currently failing to retain more customers.
· Barcelona Princess Hotel has the operational issue of responding to Competition in an effective way.
· Barcelona Princess Hotel fails to consider customer feedback while mitigating uncertainty in its business model and organizational structure.
These are the three major problems identified within the organizational operational activities of Barcelona Princess Hotel in Spain (López-Bernabé et al., 2021). The entire consultancy report is focused on evaluating these operational problems and evaluating appropriate resolutions to guarantee the mitigation of these identified issues and the improvement of operational effectiveness.
[bookmark: _Toc136737753]Scope and Analysis
[bookmark: _Toc136737754]Hotel Background 
Barcelona Princess Hotel was first built in 2004 and later and for the last time it was renovated in 2011. This hotel is an Avant-garde designed hotel situated at Avda. Diagonal 1 E Barcelona, Catalonia, 08019, Spain. The current revenue of the organization stands at $13.2 million where it belongs to the hospitality industry of Spain. Currently, Barcelona Princess Hotel has 64 employees who are tirelessly working towards achieving the general objectives and omissions of the company. In this particular section, the organizational mission, vision, and values are identified appropriately (Robina-Ramírez et al., 2021).
Mission
The mission of Barcelona Princess Hotel states that it is a beachfront avant-garde innovative style, urban Hotel. The organization believes in getting to know people better and offering them the unique experience they get while staying at the hotel so that the profitability can be achieved for the shareholders as well as the business. Sustainability can be maintained. According to the organization, people and customers come 1st (Rico et al., 2020).
Vision
The vision of Barcelona Princess Hotel is to become the four-star sector leader within the hospitality industry of Barcelona Spain as it will strive for excellence in its quality service and long-term relationships. It has so far been maintained with the employees and the customers.
Values
The values of Barcelona Princess Hotel, hotel are primarily segregated under four components such as integrity and people, focus, social and corporate responsibility, excellence and innovation, and finally work-life balance. Based on these four values, the entire business operation is conducted within the Barcelona Princess Hotel that adds value to its brand value and Its brand awareness among the customer base.
[bookmark: _Toc136737755]Hotel Description
Barcelona Princess Hotel has always been a flagship of huge pools, saunas, wellness booths, massages, and other spa facilities along with dynamic and functional settings of exquisite. The culinary experience is wonderful cabanas in the poolside, Gardens live music shows, and so on. Barcelona Princess Hotel offers a wider range of services available for different age groups such as entertainment activities, starting from mini clubs to other cultural activities, and local traditional activities that have varied options for the guests to choose from (Melián-González and Bulchand-Gidumal, 2020).
Apart from these significant activities and facilities, Princess Hotel has fostered its commitment towards sustainability because natural space is being continuously promoted within the hotel premises. It has also offered spectacular settings based on environmentally friendly values in Barcelona. Additionally, the hotel also offers different long-standing experiences of rich traditions and cuisines that can be customized according to the requirements and preferences of the customers. Special menus are always offered by Barcelona Princess Hotel for different events, business lunches conventions, and for all mail types such as breakfast, lunch, and dinner. 
[bookmark: _Toc136737756]PESTLE Analysis
The PESTLE analysis is conducted by the consultant to evaluate and identify the different external or macro-environmental factors which are impacting the organizational performance of Barcelona Princess Hotel directly. The PESTLE analysis is also assisting the consultant to identify the different macro-environmental factors that might have a role to play in influencing the operational issues within the organizational structure and its business model (Úbeda-García et al., 2018). There are six significant elements available within the current analytical framework such as political, economic, social, technological, legal, and environmental factors.
	Elements
	Factors

	Political
	· The political landscape of Spain is concerning due to being a member of the European Union.
· For the past decade, Spain has had a high fiscal deficit where the government is spending more than it is earning.
· The value added tax in Spain is due for different services being sold within the country that includes cultural events and hotels.
· Government stability has lowered in recent years which has influenced the hotel industry and become less attractive for foreign investors (Arbelo et al., 2018).
· Continuous governmental policy, changes and elections and making it harmful for the hotel industry entirely because the nation’s economy is at risk.

	Economic
	· The interest rate of Spain currently stands at 3.40% in comparison to 1.69% last year which indicates to us a long-term average growth rate of 19.67%.
· From the perspective of historical data from 1960 to 2022, the average inflation rate of Spain has been 6.4% per year. In April 2023, the inflation rate was 4.1%.
· In 2020, Spain had an unemployment rate of 14.81% which has declined by 0.8% and stood at 14.73% in 2021 (González-Torres et al., 2021).
· In 2021, Spain had a GDP annual change of 5.5%, whereas it will be significant in 2020. The same is true for -11.3%.
· The increased interest rate of Spain is reflecting economic stability which is present to be a better opportunity for all the interest reasons, including the hotel industry to attract more investors.

	Social
	· In 2022, the population of Spain experienced a 0.15% increase whereas in 2023, the population has reduced by 0.08% in comparison to 2022.
· Spain has always been known for its wide range of leisure and sports activities for which the financial crisis experienced by Spain over the last 10 years has influenced the lifestyle to a critical standard.
· The education level of the population aged above 15 in Spain is considered to be 99% educated where the quality of education might be considered to be lower than any other western european country (Nieves and Quintana, 2018).
· Among many problems, the Spanish wealth cap is identified to be one of the biggest concerns in the entire European region due to its unequal distribution of wealth.
· Spain is considered to be socially immobile along with other Southern European countries.

	Technological
	· The technological advancements have always been a strong point for Spain due to its rich history of innovation and invention.
· The obsolescence rates in most Spanish industries along with the hotel industry is relatively low for which it is able to attract more foreign tourists, who are interested in the services of state-of-the-art technologies (Pié Dols et al., 2019).
· The Spanish government is certainly spending much more money on research purposes which makes the public sector and the hotel industry highly susceptible to changes in the economic status of Spain itself.
· Majority institutions of Spain or improving their existing and currently operating technologies into newer advancements by collaborating with industries and transferring the new technologies to potential customers.

	Legal
	· The copyright and data protection laws in any European country is a grave concern for majority industries, including the hotel industry.
· In the digital Eire, Spain is considered to be a highly bureaucratic country for which a fair number of legal hoops are there for many companies to jump while investing into the country.
· The employment law imposed by the government in Spain comes with a package of incentives, job creation and promotion in the private businesses (Serkan and Dincer, 2019).
· Within the Spanish hotel industry, health and safety falls under the regulatory framework of the government for which occupational health and safety is ensured by the Ministry of employment in Spain.

	Environmental
	· The geographical location of Spain is possessing both the canary islands and the Balearic Islands, which is attracting many tourists.
· The climate and weather in Spain are mostly mild which makes it more attractive for tourism industries that include the hotel industry due to the Mediterranean climate.
· The hotel industry of Spain has a bigger contribution to make to the nation‘s economy. However, the continuous consequence of environmental awareness is becoming a serious concern for the Spanish hotel industry (Aznar et al., 2018).
· 70% of the energy utilized by Spain comes from fossil fuel and 12% is currently nuclear energy which is making Spain to become more susceptible to adopting renewable energy usage.


[bookmark: _Toc136737757]SWOT Analysis
	Strengths
	Weaknesses

	· Over the past 19 years Barcelona Princess Hotel has maintained its strong relationship with the existing suppliers and other significant members of the entire supply chain network.
· The diversified product portfolio of Barcelona Princess Hotel has targeted various segments of the domestic market segment in Barcelona itself, for which it has enabled the hotel to build a diversified revenue source and profit mix (Ambatlle and Karla, 2018).
· The robust domestic market where Barcelona Princess Hotel operates is ensuring better strength, growth and innovation for the company.
· Barcelona Princess Hotel primarily charges a premium range in comparison to its competitors for which the resources are not creating any competitive pressure on the organization to invest more into research and development.
	·  within the Barcelona Princess Hotel. The track record on environment consideration is not entirely encouraging because environmental issues are not as regularly considered by the hotel before making its significance strategies.
· The continuous customer dissatisfaction due to the lack of quality of the products and services offered by Barcelona Princess Hotel is impacting the brand image.
· The implementation of technology within its processes have failed to harness the power of technology according to the trends of the current market segment (Shen, 2022).
· The low return on investment is showing a stable balance sheet, but the reliable measures of profitability is rather favored through return on equity and return on assets.

	Opportunities
	Threats

	·  the continuous technological advancement and development of artificial intelligence is assisting Hotel Barcelona princes to improve customer demand prediction catering to the niche segments and recommendation engines improvement.
· The growing and evolving consumers preferences and creating opportunities for catering to a newer customer base by differentiating and diversifying its brands and services (Rico et al., 2019).
· The continuous access of international talent within the global market segment is improvising, cost, cutting strategies and with expansion, it has the opportunity of being within the limited budget.
· The changing technological landscape is creating opportunities through artificial intelligence and machine learning for Barcelona Princess Hotel, which can improve efficiencies and lower costs.
	·  the geopolitical situation such as Russian sanctions, Brexit foreign exchange, prices and Venezuela inflation is creating more threats further Spanish Hotel industry and Barcelona Princess Hotel in the international strategy field.
· The reducing costs and increasing efficiency is creating the threats of new entrants because many companies are utilizing low-cost and leveraging it to reach customers via e-commerce and social media.
· The bargaining power of buyers is continuously increasing in Spain due to the availability of competitive price based hotels with similar products and services. Rather than a cosmetic change, the fundamental changes are becoming the major concern into the business model of Barcelona Princess Hotel (Ferrer-Rosell et al., 2020).



[bookmark: _Toc136737758]Summary 
Based on the PESTLE and SWOT analysis, it can be stated that there are a number of external and internal factors which have a direct impact on the relationship between organizational operations and their success and failures. From the PESTLE analysis, it can be identified that the highly volatile and unstable economic situation of Spain has a significant level of impact on the operational performance of the Barcelona Princess Hotel (Idrees et al., 2018). On the other hand, the SWOT analysis has dictated that technological advancement and changing consumer preferences have a direct impact on the operational issues identified above in the problems section.
[bookmark: _Toc136737759]Main Body
[bookmark: _Toc136737760]Operational Performance
According to the verified reviews, the overall operational performance based on customer experiences can be identified to be 8.4 out of 10. However, the reviews and ratings of the customers are based on the different amenities and operations of the Barcelona Princess Hotel or fluctuate from one to another such as cleanliness. The customers have been reviewed to be 8.7/10. The staff and services of Barcelona Princess Hotel are rated to be 8.5/10 and amenities are rated to be 8.2/10. Additionally, the customers have also rated and judged the property conditions and facilities along with the eco-friendliness of the services and products offered by the Barcelona Princess Hotel to be 8.1/10 and 8/10. Based on this operational performance, it can be easily stated and identified that the current operations of the hotel are suggested to be in a very good state which is maintaining the business sustainability (King and Tang, 2020). However, there are many customers in recent times who have indicated their disliking towards the property conditions and facilities, cleanliness, staff, and services along with room comfort. 
[image: ]
These customers have experienced what the hotel has to offer. However, the primary operation is considered by the hotel such as the cleanliness, customer services, and offering comfortability through their available rooms have entirely disappointed the customers. This particular outcome can be either influenced by changing consumer preferences or the lack of operational sustainability and quality assurance of the products and services offered to the customers (Ostovare and Shahraki, 2019). The terrible experience has indicated that the company has failed in developing a customer retention strategy for which Competition is strikingly increasing within the Spanish hotel industry market segment. Barcelona Princess Hotel has repeatedly received negative customer feedback based on different operations. However, they have continuously avoided them which has cost them their reduction of brand image.
[bookmark: _Toc136737761]Financial Performance
In 2022, Barcelona Princess Hotel generated $13.2 million in revenue which has Inc a better performance for the company from its financial performance perspective. Additionally, based on its charges, it can be identified that the standard room starts From $233 - $407 USD. The primary reason for the standard room is arranged at a high price standard is entirely dependent on the fact that Barcelona Princess Hotel considers itself to be a four-star hotel that targets the niche market segment and is trying to become the market (Shukla et al., 2022). Leader of force starts service sector. The Barcelona Princess Hotel rates for availing a suite start from $300-$398 USD. With the identification of the financial performance, it is visible that the organization is substantially authorized for its incredible performance. However, with better sustainability within its practices, the company has the potential of becoming a market leader. The sustainability ideas and correspondence of the company are required to motivate on the basis of being socially responsible and operating the business functions on the socially responsible standard. the growth of the Spanish hotel industry has also significantly empathized with the requirements of Barcelona Princess Hotel, and its requirements of profitability sales revenue, and market share (Ihsan and Alshibani, 2018). 
[bookmark: _Toc136737762]Operational Improvements
Barcelona Princess Hotel is considered to be one of the largest and most premium four-star hotels in Barcelona which has gone through renovation last in 2011. However, the adequate management structure might be driving a significant force behind the operational activities of the organization (Salehi et al., 2021). In the present time, the hotel consists of 363, well-equipped guest rooms which are differently designed differently according to the preferences of the loyal customers of Barcelona Princess Hotel so that their interests can be properly met and they can be detained. It is an important factor for Barcelona Princess Hotel to consider that customer retention can only be successful if the company is attaining to the changing preferences of the consumers and taking their feedback into consideration before making changes to their operational strategies (De Pelsmacker et al., 2018). While incorporating the strategies of adding or removing any facilities or amenities, it is important that the basic requirements of the hotel are properly met. While the hotel contains different bars such as the American bar which offers the best American cocktail menus, it is also required to identify more entertainment activities that can engage all types of age groups Best customers within their hotel premises. 
There are different operational issues that currently exist within Barcelona Princess Hotels regarding its quality assurance system of the products and services because the organization is failing to incorporate the quality management system through the ISO 9001 standard which will help in mitigating risks and also ensuring an appropriate quality management and assurance system within the organizational operational activities (Parvez et al., 2018). The rooms of the hotels are required to be made more comfortable so that the customer satisfaction rate can be achieved in the best possible way. 
The organization is required to respond to the continuous serving of customers in different ways. It has been predefined that the consumer's demand and preferences are rapidly taking a turn in different directions for which different industries including the hotel industry of Spain are getting impacted (Chung, 2020). Technological advancements are also rapidly enhancing the bargaining power of the buyers because these customers have cheaper options for hotel availability in Barcelona where they Are getting almost similar products and services offered to them. 
Right now it has become evident that the competitive advantage does not lie with the number of facilities, but it lies with the quality of the facilities as well as the exquisite experience promised to the tourists who are staying at the hotel. Identifying the competition and most importantly, evaluating the existing point of differentiation within the hotel industry in Spain is important to be considered. Otherwise, the operational issues experienced by Barcelona Princess Hotel in Spain cannot be mitigated (Xia et al., 2019).
[bookmark: _Toc136737763]Identification of Issues
The primary issues are identified within the bar, customer services, and the operations and services of hotel rooms departments of Barcelona Princess Hotel. This observation is highlighting the significant operational issues currently rendering the organization to be less profitable and is also taking away the business energy and competitive advantage at the same time. The Operational issues of the Barcelona Princess Hotel are identified below.
· irrespective of the different amenities, Barcelona Princess Hotel is failing to retain its customers and ensure that the customers are having the most luxurious life while being in one of the rooms offered by Barcelona Princess Hotel (Evans et al., 2021). Irrespective of the payments made by the customers, there have been several reflections by different customers that the accommodation services seem to be the same irrespective of the payment being made through a premium scheme. There are extra amenities that were promised by the hotel on their websites. While the customers are booking their rooms that must be given to them which is significantly differentiating Barcelona princes from other accommodation service providers in the area (Khan et al., 2020). This particular disobedience and disappointment among the consumers are influenced by the lack of customer retention rate within the business model of Barcelona Princess Hotel in Spain.
· The continuous lack of response to Competition through business efficiency, product and service quality, and competitive pricing strategy is contributing to making it more difficult for the Barcelona Princess Hotel to respond to the fierce competition existing within the hotel, industry of Barcelona, Spain. The company is certainly failing to attribute its quality assurance of the products and services for which it is unable to identify the loopholes and drawbacks by entirely failing to operate on the highest competitive advantage level (Moreno, 2022). At this rate, the company might fail to sustain its business through social responsibility only, and at the same time, it will also experience a significant reduction in its revenue, profitability, and market share.
· The lack of training and development of the customer service executives and employee base is impacting the operational efficiency within Barcelona Princess Hotel in Spain. From the reviews, it is evident that not only the room infrastructure and the cleanliness of the facility but the unprofessionalism of the employees and their lack of skills to handle customer queries also impact the customer satisfaction rate in an equal way (Heinze et al., 2020). Without proper customer satisfaction, the customers tend to give negative comments because they evidently do not like the services offered to them by the hotel staff members.
· The lack of observation of the customer feedback and working on it during uncertainty is also creating more customer dissatisfaction in the future time because the organization is unable to consider the customer feedback before altering any operational strategy or activity for which the appropriate research and development outcomes based on customer demands and preferences are still missing (Dwivedi et al., 2021). The designs and the facilities offered to the customers do not entirely align with the actual demands and preferences or expectations. They have around the hotel. This particular factor is questioning the ethical standards of the Barcelona Princess Hotel.
· During the Covid 19 pandemic, the hotel industry faced a significant threat as the organization started arranging its dining rooms by adhering to the measures policy ties by the government to maintain distance and also ensure appropriate alcohol-based sanitization, continuous cleanliness of surfaces in hotel rooms where recommended by the government itself. Under such circumstances, Barcelona Princess Hotel failed to take predetermined measures for which a significant level of impact was seen within the organizational functions from the customer reviews (Gottfried et al., 2018). Air-conditioners were fitted in most of the hotels in that particular area due to the government regulations however, the uncertainty developed a bigger challenge for Barcelona Princess Hotel to change its entire business model and daily routine for which it became an expensive strategy and the entire focus of reducing the operating costs failed.
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Currently, there are a few significant opportunities available for the Barcelona Princess Hotel to improve its existing operational efficiency and mitigate the identified problems or issues. The opportunities were considered and highlighted in the below section.
· Barcelona Princess Hotel has the opportunity of implementing a managerial change in the business and organizational structure to evolve the innovative strategies of its business model (Escalona et al., 2022).
· Barcelona Princess Hotel, has the opportunity of improving and implementing the ISO 9001 standard of quality assurance and quality management system to improve the quality of its products and services offered and promised to the customer base.
· Barcelona Princess Hotel can avail the chance of introducing staff training programs to develop their existing skills sets and also learn new and advanced techniques of handling customers in a more satisfactory and efficient way to ensure that the customer base is getting all the preferred products and services along with experiences while staying at the hotel (Saidmamatov et al., 2021).
· Lastly, Barcelona Princess Hotel has an opportunity of gaining a better competitive advantage while responding to customer feedback and preparing their operational strategies based on the feedback offered by the customers who have stayed in the hotel. 
[bookmark: _Toc136737765]Findings and Results
[bookmark: _Toc136737766]Findings Summary
The current section of the consultancy report aims at offering a detailed summary of the findings gathered in the previous sections conducted by the consultant. Here the summary is outlined on the basis of different operational factors identified to be the major problems or issues existing within the Barcelona Princess Hotel of Barcelona, Spain. The findings summaries are outlining the significant factors and their performance levels within the organizational structure of Barcelona Princess Hotel in a typical manner so that the action plan and recommendations can be prepared in a strategic manner (Benzaghta et al., 2021). Additionally, the consultant has also conducted the TOWS assessment with the help of a swot analysis so that the strains, opportunities, weaknesses, and threats can be merged together and the best possible solutions can be outlined for the hotel for future reference.
	Factors
	Performance

	 Staff and Service
	according to the identification and evaluation of customer reviews and the organizational competency staff and service have a significant impact on the organizational operational efficiency and retention of customers. The service members and staff members of Barcelona Princess Hotel, significantly lack an appropriate professionalism which is impacting the organizational reputation as well as the customer retention strategy of the hotel. Irrespective of being a premium Hotel, it is failing to incorporate the best strategies of its vision. Where it has indicated that people who are employees and customers of the hotel or considered to be the first priority of the Barcelona Princess Hotel (Hajizadeh, 2019).

	 Staff training and development
	Barcelona Princess Hotel has not appropriately offered the opportunity of training and development to the staff members. It has previously recruited for which the skill sets of attending and catering to a niche segment of the target audience is yet not developed. The lack of appropriate training programs is evidently impacting the staff, efficiency, productivity, and management capacity by directly affecting the brand reputation and the customer satisfaction range for which the majority of customers in the recent year have offered negative feedback on the service experienced by them during their stay at the hotel (Vlados, 2019).

	 Hotel facilities and amenities 
	The hotel has speculated its huge numbers of facilities and amenities promised to the customers on the official booking website of the organization. Although it has failed in keeping its promises to the customers to some extent which is attracting more negative comments and reviews on social media platforms and booking platforms on the internet (Christodoulou and Cullinane, 2019). The significant hotel facilities and amenities such as air-conditioning amenities and property conditions or facility conditions are highlighted by these customers in negative comments. The customers have shown their company disappointment regarding the expensive pricing range of the hotel yet disappointing facilities offered to them.

	 Product and service quality
	According to the customer reviews, it can be identified that Barcelona Princess Hotel has severely failed to accommodate with proper room comfort and facilities which has directly impacted the satisfaction rate of the customers and has left them dissatisfied with the services. They have received it on behalf of the hotel. There are many facilities that were previously promised by the hotel authorities to the customers. But while staying at the Hotel's allocated room, the customers experienced a malfunctioning air condition and terrible odor, and they have asked for refunds as well (Green et al., 2018).



[bookmark: _Toc136737767]TOWS Analysis
	TOWS MATRIX
	 opportunities
	 threats

	 strengths
	· Barcelona Princess Hotel currently charges a premium price for the products and services offered to the customers in exchange for the premium facilities and amenities. However, technological advancement is considered to be a significant opportunity for the particular strength where it can lower the cost and at the same time, offer improved quality of services in the future (hotelbarcelonaprincess.com, 2023).
· The growing and evolving consumer preferences are identified to be significant opportunities for Barcelona Princess Hotel in differentiating and diversifying its services and its brand reputation. However, at the same time, the domestic market segment is also suggested to be a greater strength for the company that it can utilize to expand through its technological advancement (travelweekly.com 2023).
	· Barcelona Princess Hotel is certainly keeping its premium pricing range as a strength for the company but in future terms, the low return on investment will be visible which will have a direct impact on the financial performance, operational efficiency, cost-saving strategy, and in its profitability (hotelbarcelonaprincess.com, 2023).

	 weaknesses
	· Continuous customer dissatisfaction is becoming a weakness which is influencing the negative feedback offered by the customers on social media platforms and room booking websites of Barcelona Princess Hotel (Shahid, 2022). However, this is certainly becoming a great opportunity to consider customer feedback in creating evolved operational strategies for future improvements.
· The lack of technological implementation within the traditional processes has indicated to words an obsolete room service strategy that is impacting business satisfaction but at the same time, the changing technological landscape is creating opportunities to incorporate machine learning and artificial intelligence to improve customer satisfaction rates (travelweekly.com 2023).
	· Customer dissatisfaction is certainly becoming a greater weakness for the hotel, Barcelona Francis in Spain, enhanced by the low quality of products and services offered to the customers. Although this particular weakness will become a major threat in the future due to the rapid increase in the bargaining power of buyers with the availability of numerous alternative choices existing in a similar market segment (travelweekly.com 2023). Barcelona Princess Hotel might lose its profitable company sustainability as well as its competitive advantage in the Spanish market segment soon.



[bookmark: _Toc136737768]Action Plan
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	Unprofessional Staff and Service
	An entire managerial change can be implemented within the business model of Barcelona Princess Hotel to ensure that the authoritarian perspective is changed to diversify the innovative ideas and create effective strategies for future improvements.
	 the significant discomfort regarding staff and services will be demolished by altering it with positive attitude of the staff members and sustainable business operational practises.
	6 months
	03-08-2023
	£5,000

	 Lack of Staff training and development
	A detailed expertise-oriented training program can be introduced among the staff members and make it compulsory for all of the staff members to attend so that their existing skills can be improved and new skill sets can be developed according to the demand.
	 customers will be specifically praising the behavior of staff members by offering positive feedback about the hotel's ability to adhere to all the requirements and preferences of the consumers and provide them the appropriate level of satisfaction rate.
	6 months
	03-08-2023
	£15,000

	 Poor Hotel facilities and amenities 
	An appropriate research strategy is developed by the hotel manager to ensure that the consumers' feedback is considered before making a future strategy for altering the existing ones regarding the hotel facilities and amenities along with the drawbacks, each of them has.
	 hotel facilities and amenities can be altered according to the current consumer's preferences with the help of technological advancements and it will help in creating a positive brand image and brand awareness among the customer base of the target audience.
	6 months
	03-08-2023
	£12,000

	Low Product and service quality
	ISO 9001 standards can be implemented and monitored appropriately based on the product and service quality of Barcelona Princess Hotel to improve the product and service quality by enhancing customer satisfaction rate. ISO 9001 standards can be implemented and monitored appropriately based on the product and service quality of Barcelona Princess Hotel to improve the product and service quality by enhancing customer satisfaction rate.
	 more positive feedback about the wonderful experience gathered by the consumers in the next nine months will be received on several internet-based platforms.
	9 months
	03-02-2024
	£20,000



[bookmark: _Toc136737769]Recommendation
After conducting the entire consultancy report on Barcelona Princess Hotel of Spain, there are a few operational issues currently existing within the organizational operations and business models that have been highlighted throughout the report. In the current section, a few recommendations are provided to the organization for future improvements and in alignment with the operational issues identified previously.
· Barcelona Princess Hotel needs to incorporate a better consideration of customer feedback before altering operational strategies to ensure that the operational activities or aligned with the changing consumer's preferences and demands to satisfy their needs and requirements entirely.
· Barcelona Princess Hotel must conduct a thorough quality assurance survey procedure within the business model every day to ensure that the facilities and amenities offered to the consumers were properly monitored with the help of ISO 9001 standard of quality management system that helps in gaining better customer loyalty and satisfaction.
· Barcelona Princess Hotel is required to develop its own list of a wide range, of facilities and amenities which will include diversified activities and other potential factors that can avail the competitive advantage for the organization over its other competitors existing within a similar market segment.
· Barcelona Princess Hotel is required to develop an effective training program for all the staff members as a mandatory activity to get involved in. This training program will have the purpose of developing new skill sets among the staff members and enriching their knowledge regarding their existing skills so that in the future improve customer services can be offered by catering to a diversified customer segment within the hotel by gaining their full satisfaction rate.
· Barcelona Princess Hotel must consider a risk assessment matrix and techniques that will help in developing a predetermined contingency plan for uncertainty such as the COVID-19 pandemic and Brexit to ensure that the business sustainability and resilience are properly maintained. 
[bookmark: _Toc136737770]Conclusion
After conducting the entire consultancy report, it can be identified that Barcelona Princess Hotels primarily believes in its corporate social responsibility activities over its operation efficiency. The environmental aspect is more valued within the organizational structure and business model of Barcelona Princess Hotel which is situated in Barcelona, Spain. However, based on the operational issues and problems, it can be identified that it is time with the rapidly changing business environment that Barcelona Princess Hotel starts identifying the quality assurance procedures on which basis it can on a competitive advantage as well as contribute towards its financial performance improvements. Additionally, the consultant has also incorporated a few action plans with a maximum period of nine months for Barcelona Princess Hotel to develop a sound operational strategy where customer satisfaction rates can be improved at the same time as improving its positive brand image among the target audience within the niche market segment. While incorporating the operational improvements, it is important that the quality assurance is maintained through ISO 9001 standard, and for uncertain situations, Barcelona Princess Hotel is establishing and implementing risk assessment metrics for assessing the probable risks and taking reasonable mitigating actions against such risks.
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