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[bookmark: _Toc135683515]Executive Summary
The Ritz-Carlton, Bali is one of the most famous tourist attraction for staying in Bali, Indonesia. The Ritz-Carlton, Bali was established in 2014 and since then the resort has been providing five star services to its guests (Astuti et al., 2019). The resort is part of the Marriott Bonvoy under the Ritz-Carlton Hotel. The resort is only 7 miles away from the Bali Ngurah Rai International Airport and there are 17 restaurants within 0.75 miles of the Ritz-Carlton, Bali. There are also some other tourist attraction besides the Nusa Dua Beach such as Geger Sawangan Beach which is only 7 minutes away by foot, Pura Geger Dalem Pemutih, Pura Geger Beach, Melasti Beach, Jimbaran Beach, Balangan Beach, Padang Padang Beach, and Bingin Beach which are 3 minutes, 8 minutes, 19 minutes, 13 minutes, 19 minutes, 17 minutes, and 19 minutes away by car respectively (Booking.com, 2023). The Bali Nusa Dua Convention Centre, Bali Collection Shopping Centre, and Garuda Wisnu Kencana Cultural Park are also within reach of the Ritz-Carlton, Bali for guests to explore.
The scope and analysis section of the consultancy report was responsible for finding out the facilities that the resort provide to the guests along with the internal and external factors that affect the operations of the Ritz-Carlton, Bali significantly through SWOT and PESTEL analysis. The PESTEL analysis showed that the political condition and stability of Indonesia highly affects the operation of the resort. The economic growth of Indonesia was 5.31% in 2022 and it is expected to grow more in 2023. The inflation rate was 4.2% in 2022 and the rate of interest was 5.5% which are relatively high and the Ritz-Carlton, Bali has to bear the negative impacts of these rates (Fitzpatrick, 2022). The social aspects of Indonesia that highly affects the Ritz-Carlton, Bali are the demographic characteristics and traits of the guests as well as their education level and family structure along with consumers’ awareness towards health and safety since covid-19 started as well as the increasing awareness among consumers regarding sustainability and green operations of the resort (Ritzcarlton.com, 2023). The resort has been investing in R&D and introduced various technologies such as digital booking through Marriott App and websites, cashless and digital payment services, etc. (Marriott.com, 2023). The resort uses renewable energy sources throughout the facility, takes actions to minimize food wastage and water wastage as much as possible. The resort has to comply with the laws and regulations related to hotel industry in Indonesia as well as the employment and immigration laws applicable to the resort. 
The strengths of the Ritz-Carlton, Bali lie with its excellent location, high quality guest services during their stay, and the highly qualified and trained employees. On the other hand, the weaknesses are guests are not satisfied with the food quality compared to prices in the restaurants, the resort has difficulty providing personalized services, and the high interest rate and exchange rates are severe risk factors for the resort (George, 2021). The Ritz-Carlton, Bali has an opportunity for higher growth as the economy of Indonesia is growing very fast and the demand for high class and luxury hotels and resorts in Bali has significantly increased over the years. But the resort has to face severe threat from its competitors as the resort is located in a prime location along with many other luxury hotels. 
The guests are mostly satisfied with the services provided by the Ritz-Carlton, Bali. Guests at the Ritz-Carlton, Bali are highly satisfied with the high quality guest services, highly qualified room service facilities along with the private beach and pool facilities as well as the facilities for children are also very popular. The Ritz-Carlton, Bali is also a great spot for wedding destination and many other business and family gatherings and occasions due to the natural ambience of the resort and beachfront that are very calming and soothing for the guests (Expedia.com, 2023). From the recent guest reviews in different hotel booking and related websites and guest feedbacks at the resort, it has been observed that the guests are not happy with the food quality and price of some of the restaurants within the resort. The guests have also complained regarding the lack of amenities in the rooms and private washrooms. Some guests have expressed that even though the guest service was extraordinary, some had to face difficulty getting assistance during their check-out procedures (Tripadvisor.com, 2023). The luggage check-out and valet services are slower and need to be improved. Another concern that has been raised by guests who are parents and are travelling with children expressed that the kids’ pool area are not properly kid proof as they may get hurt during their time in the pool. In addition to these concerns, many guests seem to believe that the price they had to pay were not worth the services they received in return (Booking.com, 2023).
Based on the issues identified and the internal and external factors that affect the activities of the Ritz-Carlton, Bali, the consultancy report provided probable solutions and measures that the resort can take in order to address each of the issues. The consultancy report also showed a probable budget and implementation plan with expected timeline that the Ritz-Carlton, Bali can follow to make the planning and implementation procedure faster and smoother. By addressing the issues identified in this report, the Ritz-Carlton, Bali will be able to generate higher guest satisfaction and boost the loyalty of the consumers towards the resort. This will also boost the reputation of the resort which will, in turn, positively affect the profitability and viability of the Ritz-Carlton, Bali.
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Bali is one of the most attractive and beautiful tourist attraction for people across the globe and The Ritz-Carlton, Bali has been one of the most popular resort for the tourists to stay during their visit in Nusa Dua, Bali. The Ritz-Carlton, Bali is part of the Ritz-Carlton Hotel which is one of the luxury brands under Marriott International (Booking.com, 2023). The Ritz-Carlton, Bali is not only famous for its resort and villa facilities but also for the oceanfront wedding chapel as a wedding destination for a memorable experience. The location of the Ritz-Carlton, Bali is also convenient for the guests and tourists for going to different places. The Ritz-Carlton, Bali has an overall rating of 4.5 out of 5 on Tripadvisor.com along with a rating of 4.7 out of 5 in terms of cleanliness and service quality of the resort (Tripadvisor.com, 2023).  Some of the best features that attract tourists to stay at the Ritz-Carlton, Bali are the high quality guest services, highly qualified room service facilities along with the private beach and pool facilities of the resort. But there are also some aspects of the Ritz-Carlton, Bali that guests are not happy with and some aspects of the resort and its services need improvement to better facilitate the guests and satisfy them with the top quality services. 
SOLUSI Human Capital & Business Consultant has been given the task of generating a consulting report for the Ritz-Carlton, Bali to identify the major issues that may reduce the satisfaction of the guests as well as provide solutions that the resort can take in order to address the issues at the resort. For preparation of this consultancy report, various analytical tools, for instance, PESTEL analysis, SWOT analysis, and TOWS analysis will be applied to understand the various internal and external elements of the resort that affects the guests’ satisfaction and service quality. These analytical models will aid in finding out the issues and ways to address those issues to surge the satisfaction of guests.
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[bookmark: _Toc135683518]Overview of the Ritz-Carlton, Bali
The Ritz-Carlton, Bali is one of the most famous tourist attraction for staying in Bali, Indonesia. The Ritz-Carlton, Bali was established in 2014 and since then the resort has been providing five star services to its guests. The resort is part of the Marriott Bonvoy under the Ritz-Carlton Hotel. The location of the resort is Jalan Raya Nusa Dua Selatan Lot III Sawangan, Nusa Dua, Bali, 80363 Indonesia (Ritzcarlton.com, 2023). The resort is only 7 miles away from the Bali Ngurah Rai International Airport and there are 17 restaurants within 0.75 miles of the Ritz-Carlton, Bali. The Ritz-Carlton, Bali is also a great spot for wedding destination and many other business and family gatherings and occasions. But in some recent reviews, guests have complained regarding the lack of amenities in their rooms, slower assistance during check out procedure, subpar quality of foods and beverages in some restaurants as well as safety issues in kids’ pool area (Ritzcarlton.com, 2023).
[bookmark: _Toc135683519]Suites and Villa Facilities
The Ritz-Carlton, Bali has a total of 313 rooms in the resort and offers 4 different types of suites and 7 different types of villas to the guests for staying. The suites and villas differ from one another in terms of some facilities. Most of the villas have either ocean view (Indian Ocean) or pool view and some of the suites also have pool view (Ritzcarlton.com, 2023). Some villas and suites have tropical resort view too. The suites of the resort are mainly two types: Sawangan Junior Suite and The Ritz-Carlton Suite and both of these have two different options: one with pool access and one without making the suites to be 4 different types. The villa options of the resort are Pavilion Villa with pool access, Garden Villa with private pool, Sky Villa with private pool (one bedroom and two bedroom options), Cliff Villa with private pool, Ritz-Carlton Cliff Villa with private pool, and Ritz-Carlton Oceanfront Villa with private pool (Ritzcarlton.com, 2023). The rooms in the suites and villas are very spacious and there are flat-screen TV, DVD player, sofa, desk, air conditioning along with a mini bar in every room. Some of the rooms have balcony or terrace in the suits and villas.
[bookmark: _Toc135683520]Property Amenities
The property amenities of the Ritz-Carlton, Bali is very up-to-date and satisfactory. There are six restaurants and bars within the resort: Senses, Bejana, The Beach Grill, Breezes Tapas Lounge, RAKU- Japanese Lounge and Bar, and The Ritz-Carlton Lounge and Bar (Tripadvisor.com, 2023). These restaurants serve Indonesian, American, Japanese, Italian, and International cuisines and three of the restaurants are open for lunch and dinner while other are open for either breakfast, dinner, or cocktail hour. The resort has in-site private car parking area, shuttle services to and from the airport, living area, private beach, pool area, spa, sauna, fitness center, barbeque facilities, evening entertainment etc. within the resort (Booking.com, 2023). There is also free Wi-Fi throughout the resort. The resort has facilities for children such as pool area for children, kids’ club, and children’s playground. Furthermore, the resort has facilities for bike and car rental, the guests can hire personal trainers and take classes on cooking, local culture, and tour facilities. The resort has a wedding chapel with an ocean view and meeting and banquet facilities for business purposes.
[bookmark: _Toc135683521]Measures against Covid-19
The following measures have been taken at the Ritz-Carlton, Bali since the outbreak of the global pandemic Covid-19 in 2020:
· The employees at the resort maintain all the health and safety guidelines and there are first aid kits and doctors available for emergency. The guests are provided with hand sanitizers and face masks too (Expedia.com, 2023).
· The employees maintain the rules regarding physical distancing and there is option of digital or cashless payment at the resort.
· To ensure safety and cleanliness at the resort, the authority hires professional firms to clean the property and the employees of the resort provide regular housekeeping services to the guests.
· The rooms are cleaned between guest stays and the guests can cancel any cleaning service during their stay.
· The foods can be delivered to the guests’ rooms directly maintaining safety rules and the kitchen ware and utensils are properly cleaned and disinfected before and after usage (Ritzcarlton.com, 2023).
[bookmark: _Toc135683522]PESTEL Analysis
PESTEL refers to the strategic management tool for understanding the impacts of macro factors on the operations of a firm. The macro factors affect the operations, profitability, and long term sustainability of the Ritz-Carlton, Bali in a significant manner. The following table shows the PESTEL analysis of the resort:
	Particulars
	Explanation

	P
	Political
	· Stability of the government in Indonesia
· Tax policies
· Regulations regarding hotel industry and competition
· Trade blocks

	E
	Economic
	· Economic and GDP growth rate
· Preference and behavior of consumers
· Changes in interest rate, inflation rate, foreign exchange rates 
· Unemployment rates and economic stability (Fitzpatrick, 2022)

	S
	Social
	· Changing health and safety awareness
· Demographic and education level of the consumers
· Family size and societal structure (Hoque, 2013)
· Going ‘green’ trend

	T
	Technological
	· Infrastructural changes and developments in technology
· Usage of internet and social media
· Investment in research and development
· Launch of Marriott App (Marriott.com, 2023)

	E
	Environmental
	· Consumption of renewable energy sources
· Recycling and waste management (Hoque, 2013)
· Carbon footprint and green alternatives

	L
	Legal
	· Health and safety related laws
· Employment and immigration laws
· Anti-discrimination law


Table 1: PESTEL Analysis of the Ritz-Carlton, Bali (Source: Author)
As the resort is located in Bali, Indonesia, the political condition and stability of the country highly affects the operation of the resort. In addition to that, the resort is affected by the tax laws in the country and has to follow the regulations implemented by the government for the hotel industry in Indonesia. The economy of Indonesia is one of the fastest growing emerging economies not only in Asia but in the global context. The economic growth of Indonesia was 5.31% in 2022 and it is expected to grow more in 2023 (Fitzpatrick, 2022). The inflation rate was 4.2% in 2022 and the rate of interest was 5.5% which are relatively high and the Ritz-Carlton, Bali has to bear the negative impacts of these rates. The currently high unemployment rate of 5.45% is also a matter of concern for the resort (Fitzpatrick, 2022).
The social aspects of Indonesia that highly affects the Ritz-Carlton, Bali are the demographic characteristics and traits of the guests. The education level, family size, and social structure of the consumer base also affect the operation and business activities of the resort. Another social aspect that highly impacts the operations of the Ritz-Carlton, Bali is the consumers’ awareness towards health and safety since covid-19 started as well as the increasing awareness among consumers regarding sustainability and green operations of the resort (Jia et al., 2022). As the technological advances are getting more and more involved in the everyday activities of the Ritz-Carlton, Bali, the technological aspects can have both positive and negative impacts on the resort. The technological infrastructure in Indonesia need to be considered by the resort along with the increasing usage and impact of internet and social media for marketing and other aspects of the resort. The resort has been investing in R&D and introduced various technologies such as digital booking through Marriott App and websites, cashless and digital payment services, etc. (Marriott.com, 2023).
The resort uses renewable energy sources throughout the facility, takes actions to minimize food wastage and water wastage as much as possible. The firm also has recycling facilities and refrain from using any plastic materials. The foods served at the resort restaurants are organic and there are gardens in the rooftops and resort area (Kim and Han, 2022). For the legal aspects, the resort has to comply with the laws and regulations related to hotel industry in Indonesia as well as the employment and immigration laws applicable to the resort. The Ritz-Carlton, Bali has to maintain the anti-discrimination laws, health and safety related laws, data protection law, patent law, etc.
[bookmark: _Toc135683523]SWOT Analysis
SWOT analysis is another strategic management tool that is applied for understanding the internal strengths and weaknesses as well as the external opportunities and threats of the Ritz-Carlton, Bali. The SWOT analysis of the resort is as follows:
	Particulars
	Explanation

	S
	Strengths
	· Perfect location and easy transportation facilities for local tours (Expedia.com, 2023)
· Experienced employees and greater service quality
· Popular for its wedding venue, kids’ facilities
· Excellent guest feedback system

	W
	Weaknesses
	· Mediocre food quality in some restaurants
· Higher interest payment and exchange rate fluctuations (Kim et al., 2022)
· Lacking in providing personalized guest experience

	O
	Opportunities
	· Higher growth opportunity due to emerging market
· Higher demand for luxury hotels in Bali

	T
	Threats
	· Intense competition and surging standard for guest services (Kim and Han, 2022)
· Concern regarding sustainability


Table 2: SWOT Analysis of the Ritz-Carlton, Bali (Source: Author)
The above table indicates that the strengths of the Ritz-Carlton, Bali lie with its excellent location, high quality guest services during their stay, and the highly qualified and trained employees. The other strengths of the resort are its popularity as a wedding and meeting venue, separate area for children, and the elaborate guest feedback service that aids the resort in improving its service and make personalized services (Lulli et al., 2021). On the other hand, the resort has some significant weaknesses such as the guests are not satisfied with the food quality compared to prices in the restaurants, the resort has difficulty providing personalized services, and the high interest rate and exchange rates are severe risk factors for the resort.
The Ritz-Carlton, Bali has an opportunity for higher growth as the economy of Indonesia is growing very fast and the demand for high class and luxury hotels and resorts in Bali has significantly increased over the years. But the resort has to face severe threat from its competitors as the resort is located in a prime location along with many other luxury hotels (Madsen and Stenheim, 2022). The concerns regarding sustainability and environment have put a pressure on the overall hotel industry recently.





[bookmark: _Toc135683524]Main Body
[bookmark: _Toc135683525]Analyzing the Major Issues and Concerns of the Ritz-Carlton, Bali
The Ritz-Carlton, Bali is one of the most renowned resorts located in Bali and guests from all over the world come to stay at this resort during their visit in Bali, Indonesia. There are different aspects of the resort that make it stand out to the guests from its competitors such as skilled employees, higher quality gest service, and personalized kids’ area (Expedia.com, 2023). But there remains several concerns of the guests regarding some specific aspects of the Ritz-Carlton, Bali. From the recent guest reviews in different hotel booking and related websites and guest feedbacks at the resort, it has been observed that the guests are not happy with the food quality and price of some of the restaurants within the resort. 
The guests have also complained regarding the lack of amenities in the rooms and private washrooms. Even though the guests say that the rooms in the suites and villas are spacious, there is lack of proper furnishings and room amenities necessary for the guests during their visit. Some guests have expressed that even though the guest service was extraordinary, some had to face difficulty getting assistance during their check-out procedures and the kids’ pool area are not properly kid proof as they may get hurt during their time in the pool (Tripadvisor.com, 2023). In addition to these concerns, many guests seem to believe that the price they had to pay were not worth the services they received in return.
[bookmark: _Toc135683526]Concerns regarding Infrastructure
The Ritz-Carlton, Bali has been built in Nusa Dua, Bali which is a prime tourist destination and the resort also has a private beach for the guests to enjoy. There are different infrastructural aspects of the Ritz-Carlton, Bali that attracts consumers from across the globe. Some of the major reason why guests love this resort are the prime location, easy commute to other local attractions, in-site banking and shopping facilities, spectacular ocean view and tropical garden view for suites and villas as well as the spacious rooms, access to private pools, and elaborate area dedicated for children (Manoharan et al., 2021). But there are some aspects that make the guests to feel unsatisfactory and these are briefed below:
· Lack of Room Furnishings: The guests have always loved the spacious rooms in the suites and villas of the Ritz-Carlton, Bali but they rooms feel empty to many guests as the rooms are not sufficiently furnished (Mujtaba, 2022). The lack of proper furnishings and seating arrangements are one of the concerns for guests.
· Lack of Amenities in Rooms: The guests have also complained regarding the lack of amenities and complimentary products in their rooms. For instance, the complimentary toiletries provided for 2 or 3 guests are not enough for their usage during their stays and these are not regularly refurbished during longer stays and the guests need to ask the housekeeping services for those products (Moodley and Naidoo, 2022). The complimentary tea and coffee are also provided in little amount in the room.
· Faulty or Broken Furnishings: many guests have experienced that some of the gadgets and furnishings were faulty. Some guests have complained that their showers were not working or there was leakage in the private washroom which caused inconvenience for the guests.
[bookmark: _Toc135683527]Concerns regarding Services
The Ritz-Carlton, Bali is especially famous among tourists and guests due to the efficiency of the employees at the resort as well as the guest services provide to the guests during their stay by the Ritz-Carlton, Bali. Among many other service related aspects, the service provided by employees has the highest rating in different booking websites. For instance, the Ritz-Carlton, Bali has a rating of 9.5 out of 10 in terms of employees (Booking.com, 2023), a rating of 4.7 out of 5 in terms of services (Tripadvisor.com, 2023), and a rating of 9.2 out of 10 in terms of employee and service (Expedia.com, 2023). The guests are also content with the breakfast service at the resort, the 24 hours front desk service, and excellent housekeeping in terms of cleanliness and room services. But there are also areas that the guests though could be improved further. The service related concerns are briefed below:
· Food Service: The guests have complained that the food quality of some of the restaurants are subpar and not worth for the money they had spent for lunch and dinner. The guests have wrote in the recent reviews that even though they love the breakfast buffet and beach grill, the lunch and dinner menus are overpriced and the quality of the foods and beverages are not worth the price points and they expected better quality foods from the five star resort (Booking.com, 2023).
· Delay during Check-out: Many guests have experienced inconvenience during the check-out procedure of the resort. The resort has valet and shuttle services and the luggage of the guests are directly taken to the transports from the suites and villas (Tripadvisor.com, 2023). The guests have experienced delays during this process. They have also expressed that there is no shortage of employees but sometimes they are not working timely.
· Value for Money: Many guests who have stayed at the Ritz-Carlton, Bali complained that the value they received in return for the money is not worth it. Though not all guests had the same experience, many has complained about it. For instance, the rating that the Ritz-Carlton, Bali got for the value for money is lowest among all other aspects. The resort got a rating of 4.5 out of 5 (Tripadvisor.com, 2023) and 8.3 out of 10 (Booking.com, 2023) in terms of value for money.
· Safety Concerns in Kids’ Pool Area: The Ritz-Carlton, Bali has some designated play areas for the children who are travelling with their families to spend quality time. There is also an outdoor pool facility only for children. But many parents have noticed that the pool area is not properly kid proofed and children may get hurt during their play time in the pool which can be dangerous.
[bookmark: _Toc135683528]Probable Solutions and Measures to Address the Concerns
The Ritz-Carlton, Bali has an experienced and motivated employee base and management system who are always working for improving the services that are provided to the guests of the resort. The above mentioned concerns regarding the infrastructure and services of the Ritz-Carlton, Bali can be addressed by taking the following measures and actions in the next few months:
[bookmark: _Toc135683529]Actions for Immediate Concerns
The following solutions are for concerns that need immediate actions:
· The Ritz-Carlton, Bali need to resupply the amenities in the suites and villas during their stay. The resort can direct the housekeeping services to provide the amenities regularly during housekeeping services.
· To avoid any broken or faulty furnishings, the housekeeping need to check all the gadgets and furnishings in the bedrooms and private washrooms before check-in of new guests and after check-out of the previous guests (Prihanto, J.J. and Kurniasari, 2019). 
· To facilitate the check-out procedure and valet services, the Ritz-Carlton, Bali can train the employees who are working in those areas to be more efficient in their job.
· To improve the facilities that are available for children at the Ritz-Carlton, Bali, the areas should be kid proofed and safety measures should be taken to ensure safety of the children during their play time. 
[bookmark: _Toc135683530]Actions for Secondary Concerns
The following solutions are for concerns that will need a longer time to address due to complex scenarios:
· The Ritz-Carlton, Bali can take feedbacks from the guests during their stays and take the feedbacks in to consideration to look for areas that needs improvement in their restaurants (Putra, 2022). 
· The Ritz-Carlton, Bali can redesign and refurbish the furniture and furnishings in the suites and villas so that the guests will feel more comfortable in their rooms.
· To enhance the experience of the guests, the Ritz-Carlton, Bali can incorporate more personalized services based on the behavior and preferences of the guests (Putra, 2022). 
The above mentioned possible solutions can be a great way for the Ritz-Carlton, Bali to address the issues and concerns related to the resort in an efficient manner. As not all the issues can be solve at once, the solution for some of the issues that can be either solved in a short period of time or need immediate actions have been presented separately from issues that need a longer time period to solve or address due to the complexity and nature of the issues (Prihanto and Kurniasari, 2019). As the Ritz-Carlton, Bali has a great reputation in the market, guests from all over the world come here to visit and get the taste of world class guest services. Thus, improving the certain aspects of the service will further improve the reputation and loyalty among the guests of the resort.


[bookmark: _Toc135683531]Findings and Results
As analyzed in the previous section of the consultancy report, there have been several concerns regarding the service and the infrastructure of the Ritz-Carlton, Bali. The findings of the analysis are presented in the following table in an orderly manner:
	Broader Area
	Specific Area to Focus
	Findings and Results

	Rooms and Washrooms
	Lack of room furnishings
Lack of amenities in rooms
Faulty or broken furnishings
	This concern cannot be solved immediately and will need 9 to 12 months to redesign and refurbish the rooms.
This issue needs immediate actions and can be solved within one month.
This also needs immediate actions and all the faulty and broken gadgets and furnishings need to be replaced or repaired within 2 to 3 months.

	Foods and beverages
	Pricing
Food quality
	Both of these issues will take 6 to 8 months to address and the resort need to take the feedbacks from guests and redo some aspects of the menu in the restaurants and adjust the pricing accordingly and improve the quality of the ingredients used for preparing the foods and beverages.

	Guest Services
	Delayed check-out process
Housekeeping services
	This also needs immediate action and the employees in this area need to be trained within next 3 months.
This also needs to be taken care of within 1 month and housekeeping services need to be improved in order to provide the room amenities to the suites and villas for stays longer than 1 day.


Table 3: Findings and Results of the Analysis (Source: Author)
The concerns regarding three aspects of the Ritz-Carlton has been identified in the above table. From the table it can be observed that not all of the concerns need immediate actions and some of the concerns need to be addressed as early as possible (Sadewa, 2022). The concerns regarding service and infrastructure of the resort can be categorized into issues related to rooms and washrooms, issues related to foods and beverages, and issues related to guest services. The table shows that the most time will be needed to redesign and refurbish the furniture and furnishings in the suits and villas which is approximately 9 to 12 months (Shapoval et al., 2022). On the other hand, lack of amenities in the suites and villas as well as housekeeping services need immediate actions within the next 1 month. In addition to that the issues related to faulty or broken furnishings and delayed check-out process need to be addressed within the next 3 months and these also should be priority for the Ritz-Carlton, Bali. The pricing and quality of foods and beverages need to be adjusted but the resort can take its time to restructure the process within next 6 to 8 months (Sharma et al., 2021).
[bookmark: _Toc135683532]TOWS Analysis of the Ritz-Carlton, Bali
From the previous PESTEL and SWOT analysis of the Ritz-Carlton, Bali in the scope and analysis section, the internal and external factors that highly influences the operations of the resort have been identified. From the previous analysis on the resort, the TOWS analysis can be conducted on the resort. TOWS analysis refers to the strategic planning matrix that considers the threats, opportunities, weaknesses, and strengths of a firm to develop the future plans and strategies (Smith et al., 2021). The TOWS analysis of the Ritz-Carlton, Bali is provided below:
	Particulars
	Explanation

	T
	Threats
	· Intense competition and surging standard for guest services
· Concern regarding sustainability

	O
	Opportunities
	· Higher growth opportunity due to emerging market
· Higher demand for luxury hotels in Bali
· Trade treaties with parent company’s country of origin (Smith et al., 2021)

	W
	Weaknesses
	· Mediocre food quality in some restaurants
· Lacking in providing personalized guest experience (Sudibya, 2017)

	S
	Strengths
	· Perfect location and easy transportation facilities for local tours
· Experienced employees and greater service quality


Table 4: TOWS Analysis of the Ritz-Carlton, Bali (Source: Author)
The Ritz-Carlton, Bali has to face severe threat from its competitors as the resort is located in a prime location along with many other luxury hotels. The concerns regarding sustainability and environment have put a pressure on the overall hotel industry recently. But the Ritz-Carlton, Bali has been CHSE- Cleanliness, Health, Safety, and Environment Sustainability certified by the Indonesian Ministry of Tourism and takes measures to make the resort more sustainable (Expedia.com, 2023). Furthermore, the resort has an opportunity for higher growth as the economy of Indonesia is growing very fast and the demand for high class and luxury hotels and resorts in Bali has significantly increased over the years (Sudibya, 2017). Moreover, the Ritz-Carlton can enjoy the trade blocks and treaties between USA and Indonesia as the parent company is an American multinational firm the economic aspects of Indonesia can either make or break the business of the Ritz-Carlton, Bali.  The above table indicates that the resort has some significant weaknesses such as the guests are not satisfied with the food quality compared to prices in the restaurants and the resort has difficulty providing personalized services (Vaitiekunaite, 2022). On the other hand, the strengths of the Ritz-Carlton, Bali lie with its excellent location, high quality guest services during their stay, and the highly qualified and trained employees.


[bookmark: _Toc135683533]Action Plan
The following action plan has been designed for the Ritz-Carlton, Bali based on the findings and results of the previous section of the consultancy report.
	Serial
	Problems
	Solution
	Desired Outcome
	Timeline
	Completion Date
	Estimated Budget

	01.
	Lack of room furnishings
	Redesigning the room layouts and furniture for proper space management.
	Increased guests’ satisfaction.
	9 to 12 months
	22/05/2024
	$400,000

	02.
	Lack of amenities and housekeeping services
	Room amenities needs to be refurbished for longer stays.
	Higher guests’ satisfaction.
	1 month
	22/06/2023
	$20,000

	03.
	Faulty and broken furnishings
	Checking the furnishings and fixtures in every room before guests check-in and after check-out.
	Ensuring convenience and comfort of guests.
	2 to 3 months
	22/08/2023
	$30,000

	04.
	Pricing and quality of foods and beverages
	Takes feedbacks from guests and redesign the menu and adjust prices of the required ones
	Enhancing guest satisfaction.
	6 to 8 months
	22/01/2024
	$15,000

	05.
	Delayed check-out process
	Provide faster services and train employees in this area.
	Decreasing hassle of guests.
	3 months
	22/08/2023
	$10,000


Table 5: Action Plan of the Ritz-Carlton, Bali (Source: Author)
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The Ritz-Carlton, Bali can take the following recommendations into consideration to address the issues and concerns that are currently prevailing at the resort:
· The Ritz-Carlton, Bali can redesign and refurbish the furniture and furnishings in the suites and villas so that the guests will feel more comfortable in their rooms and the spacious rooms will also be properly decorated without wasting space.
· The Ritz-Carlton, Bali need to resupply the amenities in the suites and villas during their stay. As most of the room amenities are used up within one or two days, the resort can direct the housekeeping services to provide the amenities regularly during housekeeping services.
· As the Ritz-Carlton, Bali has policy that allows the guests to cancel the housekeeping services during their stay, the room amenities should be supplied in bulk for those stays beforehand to make the guests more comfortable. The resort can ask the guests beforehand regarding the housekeeping services and provide the amenities accordingly.
· To avoid any broken or faulty furnishings, the housekeeping need to check all the gadgets and furnishings in the bedrooms and private washrooms before check-in of new guests and after check-out of the previous guests. This will prevent any discomfort from happening during the stay of the guests.
· As many guests have complained about the food prices and food quality, the Ritz-Carlton, Bali can take feedbacks from the guests during their stays and take the feedbacks in to consideration to look for areas that needs improvement. The resort serves different types of cuisines and the menu is diversifies. Thus, the resort can take feedbacks regarding which food menus are overpriced according to the guests and if the guests want anything to be added to the menus. This process will aid the Ritz-Carlton, Bali to improve their food quality and menu items.
· The facilitate the check-out procedure and valet services, the Ritz-Carlton, Bali can train the employees who are working in those areas to be more efficient in their job and assist the guests as quickly and efficiently as possible. 
· The resort has enough manpower and, thus, there is no need to hire new employees. By training the employees, the service related concerns can be fixed within a short period of time.
· To improve the facilities that are available for children at the Ritz-Carlton, Bali, the resort can take more safety measures in the kids’ area such as kids’ pool, kids’ club, and kids’ playground. These areas should be kid proofed and safety measures should be taken to ensure safety of the children during their play time. For example, any sharp objects should be removed and there should be employees in every area to check up on the children.
· To enhance the experience of the guests, the Ritz-Carlton, Bali can incorporate more personalized services based on the behavior and preferences of the guests. And for guests who have stayed multiple times, the resort can provide a more personalized touch that will make the stay more comfortable and memorable for the guests and it will make the money they are spending worth the value they will get from the services of the Ritz-Carlton, Bali during their stays.
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Bali is one of the most attractive and beautiful tourist attraction for people across the globe and The Ritz-Carlton, Bali has been one of the most popular resort for the tourists to stay during their visit in Nusa Dua, Bali. The consultancy report has been prepared for analyzing the strengths, weaknesses, opportunities, and threats to the resort along with the major issues at the resort regarding its services which may reduce the guest satisfaction. From the analysis, it has been found that the high quality guest services, highly qualified room service facilities along with the private beach and pool facilities of the resort are the key points that guests are very satisfied with. On the other hand, there are issues related to lack of amenities in the rooms, slower assistance during check out procedure, subpar quality of foods and beverages in some restaurants as well as safety issues in kids’ pool area.
Based on the issues identified and the internal and external factors that affect the activities of the Ritz-Carlton, Bali, the consultancy report provided probable solutions and measures that the resort can take in order to address each of the issues. The consultancy report also showed a probable budget and implementation plan with expected timeline that the Ritz-Carlton, Bali can follow to make the planning and implementation procedure faster and smoother. By addressing the issues identified in this report, the Ritz-Carlton, Bali will be able to generate higher guest satisfaction and boost the loyalty of the consumers towards the resort. This will also boost the reputation of the resort which will, in turn, positively affect the profitability and viability of the Ritz-Carlton, Bali.
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