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[bookmark: _Toc119781122]Executive summary 
This report is a consultancy report based on the Britannia Adelphi hotel located at Merseyside Liverpool. Being one of the most popular hotels in the UK once and one of the oldest ones, the hotel has not been able to live up to its reputation in recent times. For this reason, the analysis and evaluation of the problems faced by the management of the hotel have been done in this report. In the initial section of the report, the departments where the hotel needed major improvement were found. Based on recent reports published by investigative authorities and the consumer reviews of the company, the overall issues faced by the management were sorted out. After that, management analysis techniques were implemented in this report to find out the major factors that are affecting the hotel’s performance. Initially, the author of the report conducted a SWOT analysis of the hotel. The author found out that the main strengths of the hotel are its favorable location, its flexible decision-making structure within management, its environmental location, and most importantly the affordable rates of the hotel rooms. These are the main factors of strength for the hotel the SWOT analysis found that the main weakness of the company is its lack of trained employees. This is a major problem that has been making the service of the hotel worse. Also, there are some changes needed at the mid-management level of the hotel. Also, the poor infrastructure of the hotel has been determined as a major problematic factor for the hotel. 
The main opportunity for the hotel determined in this research is the mass technological revolution of the hospitality industry. The author recognized the tech revolution going on within the industry and finds out that artificial intelligence and information technology are to be implemented within the operations of the hotel. Also, the sector for digital marketing and affiliate marketing is largely increasing. The author suggests the hotel authority find out affiliation opportunities to grow sales. After that, the threats to the hotel were analysed and evaluated in this report. The major threat to the affordable pricing factor of the hotel is the increase in Airbnb room rentals. The increase in Airbnb room rentals is not only a threat to the Britannia Adelphi hotel but also to the hospitality sector participants overall. Also, a major threat to the hotel is the recent economic condition of the UK. The rise in inflation level is largely affecting hotel room rentals throughout the UK. This factor is making it challenging for the Britannia Adelphi hotel to assure better services to the guests. Also, the negative impacts of Covid-19 are still a threat to the economy of the country and the hospitality industry. After that, a PESTEL analysis of the Britannia Adelphi Hotel was done. Based on the results of the PESTEL analysis it can be said that some major factors in the macro-economic environment are affecting the performance of the Britannia Adelphi hotel in recent times. The impact of economic, social, technological, and legal factors of the macro-economy is seen in the operations of the Britannia Adelphi Hotel. The PESTEL analysis shows positive and negative factors of the macroeconomic environment that are having an impact on the operations of the Britannia Adelphi Hotel. Based on the analysis, an action plan has been developed for the top management of the hotel, so that they can improve their operations with proper planning and control over the organisation. 
Specific recommendations were made to the Britannia Adelphi Hotel regarding the improvement of their operations at the end of the report. The author recommended that the hotel's senior management must ensure that the hotel's workforce is well-trained in cleaning, hygiene management, and time management. The hotel's major service provider is the hotel's personnel. It will be difficult for the hotel to raise its quality if they do not execute its tasks appropriately. As a result, personnel management is a must for the Britannia Adelphi Hotel. The report considers infrastructure investment to be an emergency. People who come here experience challenges because it is an old unit. As a result, infrastructure upgrading is required for the hotel, and an increase in investment will enable it to improve the infrastructure as soon as possible. As, the hotel's food quality has significantly declined, which is the primary reason for the hotel's widespread criticism. The hotel administration must establish a department-based food management unit focused on creating food quality standards. The hotel must also reclaim its lost reputation. Then, the hotel's management must gather and analyze data from customers regularly to make adaptable modifications as quickly as feasible. This will provide continual, flexible, and speedier quality improvement. The Britannia Adelphi Hotel must also introduce new technology and improve its service quality. The country's economic situation, as well as client tastes, have altered dramatically since the outbreak. With this in mind, the hotel must incorporate new technology into its resources and steadily improve.
Britannia Adelphi hotel is one of the most popular hotels in the UK. The senior management of the hotel must bring the necessary changes as soon as possible and improve productivity. The sustainability and growth of this hotel will largely depend on how the management deals with this crisis. 

[bookmark: _Toc119781123]1. Introduction 
This is a consultancy report to the top management of the UK-based hotel, Britannia Adelphi. The author of the report will analyse the problems within the operations of the hotel and identify how these problems can be eradicated, in this report. This report will carry out a detailed analysis of the overall situation of the hotel and based on the detected problems, the author will recommend the top management of the hotel to get the issues solved. The author has selected the Britannia Adelphi hotel to be the main subject matter of this report because it was one of the most popular hotels in all over the UK and is currently rated as one of the worst hotels in the country. The author will conduct a SWOT analysis to specifically find out the strengths, weaknesses, opportunities, and threats within the operations of the hotel. After that, the author will also analyse and evaluate the overall situation of the hotel based on PESTEL analysis. The different dynamics of the political environment, the economic environment that the hotel is working in, the social culture of the region affecting the decision-making of management, technological advancement in its working environment, environmental issues, and legal issues will be addressed in the PESTEL analysis. Based on the analysis results, the overall situation of the hotel will be evaluated. This evaluation of different factors of the hotel will be used to find out solutions for the hotel that they can implement to ensure a rise in productivity. Britannia Adelphi hotel has been selected as it has been an important part of British hospitality culture which is declining every day. The author of this report will make sure that solutions can be provided to the top management of the hotel so that they can earn their lost value in the upcoming future and become an industry leader again. 


[bookmark: _Toc119781124]2. Scope and analysis 
[bookmark: _Toc119781125]2.1 Hotel Overview 
Initially founded in 1826, Britannia Adelphi Hotel is one of the oldest hotels in the UK (Britannia, 2022). This hotel is in the Liverpool city center located at Merseyside in the UK (Britannia, 2022). The preset building of the hotel is the third hotel on the site and it is regarded as a national heritage in the history of English culture (Britannia, 2022). The legacy of this hotel is historical and it is connected with many important histories of English history. The hotel is currently 110 years old after its re-foundation in 1912, which indicates the large timespan it has been working in the hospitality industry of the UK (The Guardian, 2022). 
The hotel building is a large one with 402 En-suite bedrooms which are offered to the customers (Britannia, 2022). Also, the hotel has conference rooms for holding national, private, or international conferences (Britannia, 2021). There are dining room facilities in the hotel with lucrative dining opportunities for visitors. Also, there is a gymnasium for visitors who are enthusiastic about exercise. There are three different restaurants for dining within the hotel. 
[bookmark: _Toc119781126]2.2 Recent issues faced by Britannia Adelphi Hotel
Britannia Adelphi Hotel was recognized as one of the most popular hotels in the UK before. But in recent times, reports have shown that the Hotel has dropped the quality of its service significantly over the years. 
[bookmark: _Toc119781127]2.2.1 Key areas of improvement 
From the hygiene rating of 2022, it can be seen that the hotel’s hygiene rating dropped from 2 out of 5 (Thorp, 2022). Customers have rated the hygiene of the hotel so poorly that a recent inspection was taken place to understand the actual situation (Millea, 2022). The hotel had to pay a fine of 265000 pounds for this quality (Harmer, 2020). According to the report, the hotel scored only 2 out of 5 which is very alarming for the management (Catherine-Furze, 2022). Also, the popularity of the hotel was immensely decreased due to the death of a 21-year-old person in the hotel in 2022 (The Guardian, 2022). The report mainly analysed the food quality of the hotel and slashed the management for not maintaining cleanliness within the cooking and dining processes. 

[bookmark: _Toc119634353][bookmark: _Toc119781156]Figure 2:1 Areas for improvement
According to the FSA (Food standards agency), in September 2022, the food hygiene of the hotel is only 40% of the overall standard (Catherine-Furze, 2022). The inspection that was conducted before showed a rating of 4 out of 5 for the hotel (Thorp, 2022). It is a major concern how the level of food quality of the hotel so immensely during a few months (Thorp, 2022). The hygiene maintenance of the food department in terms of food preparation, cooking of the food, re-heating of food, and also the storage techniques maintained; were analysed for the rating (Thorp, 2022). Improvement in the food management department of the hotel has become an emergency for the top management.  Also, according to the report of the FSA, there are 2 areas where the hotel needs improvement (Catherine-Furze, 2022). The cleanliness and conditioning of the facilities provided by the hotel are getting worse day by day. Another area, that the hotel needs improvement is the building and management of food safety.


[bookmark: _Toc119781128]2.2.2 Recent consumer reviews analysis 
In recent times, the quality of customer service has been so poor within the hotel that they have got most of their reviews are negative. Analysing the recent consumer reviews of the Britannia Adelphi Hotel to understand the overall situation in the figure below: 
[image: ]
[bookmark: _Toc119634354][bookmark: _Toc119781157]Figure 2:2 Recent consumer reviews analysis (Google Travel, 2022)
The analysis shows that 25% of the people coming to the hotel were not the service provided and reviewed the hotel 1 out of 5 (Google Travel, 2022). This large number of people giving direct negative reviews shows how the hotel has dealt with its customers recently. 12% of the people rated only 2 and 22% of them rated 3 out of 5 (Google Travel, 2022). Only 21% of the guests receiving the service of the hotel have given 5 out of 5 reviews (Google Travel, 2022). This data was based on google reviews where the travel site Priceline shows a 5.6 rating out of 10 for the Britannia Adelphi Hotel (Priceline.com, 2022). 16,917 people reviewed the hotel on the Priceline website (Priceline.com, 2022). When the author analysed the bad reviews, it was found that most of the consumers complained about the old infrastructure being really bad for living and also talked about the service quality (Google Travel, 2022). The customers of the hotel are mostly unhappy with the cleanliness of the hotel and the poor level of responsibility among the staff (Google Travel, 2022). This result shows how poorly the hotel management has handled its services in recent times. And, a massive change within its operations is needed very fast to get the glory days back. 


[bookmark: _Toc119781129]2.2 SWOT analysis 
In this segment of the report, a SWOT analysis of the overall Britannia Adelphi Hotel will be done to understand, analyse and evaluate the situation of the hotel. 
[bookmark: _Toc119634318][bookmark: _Toc119781146]Table 2‑1 SWOT analysis
	Strengths:

1. Popularity for being a heritage site. 
2. Located at a very important location. (Merseyside, Liverpool)
3. Flexible decision-making. 
4. Affordable rates than other hotels. 
5. Environment-friendly location. 
	Weaknesses:

1. Lack of well-trained staff. 
2. Lack of managerial staff for proper supervision. 
3. Lack of quality management of food. 
4. Poor infrastructure of the hotel. 
5. The downgrade of reputation. 

	Opportunities:  

1. Increased number of technologies used in the hospitality sector (Zhigareva, 2018). 
2. Increased number of affiliate marketers in the hotel industry (Rowson, 2019).
3. Partnering opportunities with high-quality suppliers from Liverpool. 
4. Development of cross-sales strategies. 
	Threats:

1. Increase in the use of Airbnb house rentals (Sainaghi & Baggio, 2020). 
2. The poor economic condition of the UK (Urban & Kramer, 2021). 
3. Negative impacts of the Covid-19 pandemic (Verma et al., 2021). 
4. Changes in consumer behavior (Kenan Erkan & Şengel, 2021). 
5. Higher taxes within the industry. 
6. The rising level of inflation (Gharehgozli & Lee, 2022). 



Based on the SWOT analysis results, it can be seen that the road to success is challenging but largely opportunistic for the management of the Britannia Adelphi Hotel. There are some factors like location and pricing where the company is still in a better position than most competitors. In an expensive culture like the UK, it is very challenging for the hospitality industry participants to provide hotel rooms at cheaper rates. 
For this reason, the hotel has a larger chance of success which it will get if it can maximize its strengths and utilize the opportunities wisely. When the author analysed the opportunities for the hotel, it was seen that technology usage, a large number of affiliate marketers globally, and partnering opportunities based on their location all create high profitability opportunities for the management (Zhigareva, 2018). If these are utilized properly, the hotel can retain its lost success. 
With opportunities, the rise of threats can also be seen in the analysis. The author has analysed the overall situation and analysed that there are some weaknesses and threats to the success of the hotel. The main weakness of the hotel is its unqualified staff. The staff of the hotel is not well trained and also, and there are some problems within the supervision units. The supervisory bodies who are in control of the staff are not also much well-trained which is a negative factor for the company. The quality of food is declared in recent times which is another weakness for the hotel. And, the decreased reputation due to unwanted incidents has largely impacted the reputation of the company. Finally, the author has found out that the increase in Airbnb rentals, poor economic conditions, and the pandemic impacts are the major threat to the hotel in the upcoming future (Sainaghi & Baggio, 2020). Based on this SWOT analysis results, recommendations will be made. 


[bookmark: _Toc119781130]2.3 PESTEL analysis 
In this segment of the report, the PESTEL analysis of the hotel will be done. The PESTEL analysis will be focused on the political, economic, social, technological, environmental, and legal issues faced by the company in recent times. The results are given below: 
[bookmark: _Toc119634319][bookmark: _Toc119781147]Table 2‑2 PESTEL analysis
	Political:

The political condition of the country is stable. Also, Liverpool is one of the most strategic corporate locations in the UK. For this reason, the political stability of the UK is a positive macroeconomic factor from the external environment of the Britannia Adelphi Hotel.

	Economic:

The current national economic condition of the UK is not much friendly to the future success of Britannia Adelphi Hotel. The reason is; the country has seen its highest level of inflation in recent times (Lenoël et al., 2022). In the year 2022, the country faced a 9% growth in inflation and it will rise to 11% by the end of the year (Lenoël et al., 2022). As a price-friendly hotel, it will be the biggest challenge for the Britannia Adelphi Hotel to manage its revenues and expenses. 
	Social: 

There are people of different age groups coming to live in the Britannia Adelphi Hotel. Also, the lifestyle, tourism patterns, and social values of the UK people are positive for the Britannia Adelphi Hotel. 

	Technological:

Technology has evolved largely in recent times (Awad & Saad, 2019). Hotels in the UK are now implementing robotics, artificial intelligence, and information technology within their management (Awad & Saad, 2019). For example, City suites aparthotel has implemented contactless check-in systems (Austin, 2020). Another example is Travelodge hotels have implanted robot vacuums (Business Traveler, 2022). So, the technological environment of the UK hospitality sector is evolving and it will have a positive impact on the hotel’s performance if the Britannia Adelphi Hotel can implement technology in their management. 
	Environmental: 

The environmental factors globally have been impacted in recent years due to the Covid-19 pandemic. The pandemic had also impacted the hospitality industry of the UK (Üngüren & Güçlü, 2021). The hospitality industry is largely dependent on the service of the employees while Covid-19 restricted human interactions (Üngüren & Güçlü, 2021). But the situation is currently under control and social distancing measures are largely lowered all over the UK. 
	Legal:

The legal issues faced by the company is the most challenging one in recent times. There was an incident of death in the hotel for which the hotel has faced immense legal challenges (Mailonline, 2022). Currently, the legal environment of the country is having negative impacts on the scenario of Britannia Adelphi Hotel




[bookmark: _Toc119781131]3. Main research 
In this section of the research, all the issues found in the previous section will be analysed and evaluated by the author. This will assure the foundation for proper planning for the hotel to solve the issues.  
[bookmark: _Toc119781132]3.1 Analysis of issues to be resolved and management strategies for handling the issues 
[bookmark: _Toc119781133]3.1.1 Cleanliness issues and measures for resolving: 
Cleanliness is one of the most basic factors in assuring service quality in the modern hospitality business (Maleyeff, 2022). After Covid-19 started, the emergence of proper cleanliness measures in hotels increased (Baquero, 2022). The biggest problem within the hotel that has been evaluated by reports and also, complained about by the guests was the issue of cleanliness. A major alarming situation has arisen within the food department of the hotel which has dropped its quality to 40% (Catherine-Furze, 2022). This issue is also one of the major complaints of the guests (Catherine-Furze, 2022). Most of the guests were not satisfied, but rather dissatisfied with the cleanliness of the hotel (Catherine-Furze, 2022). People coming to stay in this hotel are not at all comfortable with the cleanliness standards maintained by the hotel management. To resolve these issues, the management has to follow some strict procedures. The management has to take control measures as soon as possible for restructuring its controlling processes. To do so, the hotel management has to set cleanliness standards and make sure that every employee maintains the rules. Also, the hotel management has to find out new tools for assuring hygiene within the hotel. 
[bookmark: _Toc119781134]3.1.2 Infrastructural issues: 
The infrastructure of the hotel has been a major problem for the Britannia Adelphi hotel. The hotel is more than 100 years old and it is recognized as one of the national heritage sites of the UK (Britannia, 2022). This hotel has been in the country’s history and the infrastructure of the hotel is really old. Though the hotel contains a good reputation for its classic look, the old infrastructure is now getting to the point where a large number of changes are required. A major number of guests coming to the hotel have complained about the rooms and reported sound-related issues. Most of the complaints were regarding privacy. In many rooms of the hotel guests could hear the voice of people from other rooms and for this, their privacy was disrupted the recent times. Also, maintaining the hygiene and cleanliness of this old infrastructure is challenging as many new technologies have not been added to the rooms. For this reason, the hotel has to take emergency measures for making the rooms soundproof so that guest privacy is ensured. Constructing boards in the walls of the hotel rooms will assure the soundproofing of the rooms. 
[bookmark: _Toc119781135]3.1.3 Employee management: 
Employee management is another necessity for the Britannia Adelphi hotel. From this overall analysis, the author suggests that employee engagement and employee training programs have become an emergency need for the management of the hotel. The employees of the hotel are the main factor that defines the service of the hotel. Only the employees of a hotel can improve the quality of service or ruin years of reputation (Steve, 2016). Recent reports and consumer reviews suggest that; the hotel needs to improve the quality of its cleanliness, food hygiene, restaurant hygiene, etc. (Confidentials, 2022). All three factors mentioned here are based on employee performance. The poor quality of food and the cleanliness of hotel rooms downgraded shows that the employees of the hotel are not doing their job properly (Confidentials, 2022). The management technique that will be used for the betterment of the employees will be; training and evaluation. The management has to call in experts for training the employees for providing high-quality services. After that, the performance evaluation technique will be implanted in this hotel. If a performance evaluation program is implemented, the employees of an organisation become more serious about maintaining a standard for better performance evaluation (Sanger, 2017). This will also motivate the employees for doing their job better. 
[bookmark: _Toc119781136]3.1.4 Significance of technology implementation:
Though technology has not been the major issue of the hotel in recent times, it is high time the hotel starts implementing technological changes into its operations. The world of technology is changing very fast and hotels are improving faster. The Travelodge hotels have constructed 7500 robot vacuums all over their hotels (Travelodge, 2022). The city suites aparthotel has implemented contactless check-in for reducing time delays of checking in (City Suites Hotel, 2022). Both of the companies are now getting more guests as they have made processes easier. If Britannia Adelphi hotel fails to implement technology into its operations, it will be difficult for them to sustain itself in the future. With the emergence of social distancing and more restrictions during the Covid-19 pandemic, the use of technology in hotels has increased more in recent times. Also, the guests coming to the hotels have a higher appreciation for the hotels that are keeping up with the latest technology. Not only better service, but more revenues can also be generated by bringing technological features to the operations. As new technology will enhance the quality f service, the hotel will be able to increase the rates of their rooms. So, the introduction of technology to the overall operations will bring betterment to the hotel. 
[bookmark: _Toc119781137]3.2 Positives and negatives of the analysis 
Based on this analysis, the author will make recommendations and an action plan for the hotel to implement. But the fact here is, there are always positive and negative sides to every decision making. In this case, also, every major decision taken by the management of the hotel will have positive and negative consequences. These positive and negative impacts will be discussed below based on the actions:
Positives  
1. Sustainable growth: The Britannia Adelphi hotel is not doing very well in recent times and the overall reputation of the hotel is at its all-time low. In this situation, the sustainable growth of the hotel is hampered and the hotel is seeing negative returns only. Bringing quality-level management changes will assure the sustainable growth of the hotel in the future which is hampered largely in recent times. So, the growth of the hotel will again see a positive increase if changes are brought about properly. 
2. Increased reputation: The disputes and problems of recent times had negative impacts on the image of the hotel largely (Robinson, 2022). The reputation of the hotel has been damaged due to the death of a 21-year-old (ITV News, 2022). Also, the service quality of the hotel has dropped. So, bringing new management staff, training the employees, and quality assurance of services will increase the reputation of the hotel again.
3. Revenue increases in the long term: long-term investments take time to repay (Wong, 2016). Though the revenue of the hotel will be disrupted in the long term due to the changes bought by the management, the revenue will increase in the long term. Bringing these changes will allow the hotel staff to improve services, quality of food, and other positive changes. In this way, the revenue of the hotel will be increased as the reputation of the hotel will again see positive returns. 
Negatives 
4. Expenditure increase: The main negative factor of bringing changes to the hotel management process of the Britannia Adelphi hotel will be the increase in expenditure. The hotel is going through a very hard time with recent bad reviews and accident issues (Byatt, 2022). And, the expenses for the changes will be large. The hotel has to improve infrastructure, train employees accordingly, bring experts for rising standards, and bring new technologies to the operations. These expenses will bring negative impacts on the financial performance of the company. 
5. Time-consuming process: Some of the major problems within the hotel will not be solved in one day. The issues will take time to resolve. The employees of the hotel will not become efficient within one day or new infrastructure can be built in a few days. So, this process will be time-consuming and hamper the operations of the hotel. 
6. Revenue reduction in the short term: The revenue of the hotel will largely decrease in the short term. The reason is very simple. The expenditure increases for bringing the changes will harm the revenue stream of the hotel. The hotel will suffer a large amount of revenue decrease or even losses for a short period. 


[bookmark: _Toc119781138]4. Findings and results 
This is a consultant study on the Britannia Adelphi hotel in Merseyside, Liverpool. The hotel, which was once one of the most popular in the UK and one of the oldest, has not been able to live up to its reputation in recent years. As a result, the study and evaluation of the hotel management's difficulties have been completed in this report. The departments where the hotel needed considerable improvements were identified in the first portion of the study. The general concerns encountered by the management were resolved based on recent findings produced by investigative agencies and consumer reviews of the organization. Following that, management analysis methodologies were used in this research to determine the primary elements influencing the hotel's performance. Initially, the report's author performed a SWOT analysis of the hotel. The author discovered that the hotel's primary assets include its ideal position, its flexible decision-making structure within management, its environmental location, and, most crucially, the hotel rooms' inexpensive pricing. These are the major aspects of strength for the hotel. The SWOT analysis revealed that the company's biggest weakness is a lack of skilled staff. This is a significant issue that has hampered the hotel's service. In addition, several improvements are required at the hotel's mid-management level. In addition, the hotel's weak infrastructure has been identified as a key source of concern.
The key potential identified in this research for hotels is the huge technology transformation in the hospitality sector. The author identified the industry's technological transformation and discovered that artificial intelligence and information technology are to be applied to the hotel's operations (Lijiao & Jianxia, 2021). In addition, the digital marketing and affiliate marketing industries are rapidly expanding (Shukla et al., 2018). The author proposes that the hotel authorities investigate affiliate prospects to increase revenue. The dangers to the hotel were then analyzed and evaluated in this report. The surge in Airbnb room rentals is a serious challenge to the hotel's inexpensive price component (Hoffman & Heisler, 2020). The rise in Airbnb room rentals represents a danger not only to the Britannia Adelphi hotel but to all hospitality industry participants. The recent economic state of the UK is also a serious backdrop to the hotel. The rise in inflation is having a significant impact on hotel room rentals across the United Kingdom (Austin, 2021). This feature makes it difficult for the Britannia Adelphi hotel to provide better services to its visitors. Furthermore, the negative effects of Covid-19 continue to be a danger to the country's economy and the hotel business (Rachman, 2022). The Britannia Adelphi Hotel was then subjected to a PESTEL investigation. Based on the results of the PESTEL study, it can be stated that there are several key macroeconomic variables influencing the performance of the Britannia Adelphi hotel in recent years. The effect of macroeconomic, social, technical, and legal variables is visible in the activities of the Britannia Adelphi Hotel. The PESTEL study identifies positive and negative macroeconomic variables influencing the operations of the Britannia Adelphi Hotel. Based on the study, an action plan has been prepared for the hotel's senior management to enhance their operations through effective planning and control over the organization. The areas where the hotel needs improvement are specifically shown below: 
[bookmark: _Toc119634320][bookmark: _Toc119781148]Table 4‑0‑1 Summarizing findings
	Serial 
	Department/ Areas 
	Emergence level 

	1
	Food quality assurance
	High 

	2
	Cleanliness of rooms 
	High

	3
	Hygiene quality of restaurants 
	High

	4
	Infrastructure of bedrooms 
	High

	5
	Implementation of technology in operations 
	Medium 

	6
	Quality of human resources 
	High

	7
	Quality of supervisory bodies 
	Medium

	8
	Improvement in marketing efforts 
	Medium

	9 
	Digitalisation of operations 
	Medium









[bookmark: _Toc119781139]5. Action plan 
In this section of the report, an action plan has been prepared for the Britannia Adelphi hotel’s management. Action plans help the top management to develop budgets, estimates of time, and other factors so that the plan is successfully implemented (Williams & Reid, 2011). The action plan is shown in the table given below: 
[bookmark: _Toc119634321][bookmark: _Toc119781149]Table 5‑1 Action plan
	Serial 
	Problem 
	Solution 
	Desired outcome 
	Time frame 
	Completion date 
	Planned budget 

	1. 
	Lack of well-trained employees. 
	Training employees.
	Improved customer service. 
	1 month
	31st January 2023
	£30,000

	2.
	Poor level of privacy in rooms (Noise issues)
	Using soundproof boards. Infrastructure development. 
	Improvement in consumer service. 
	2 months
	31st December 2022
	£50,000 


	3. 
	Poor food quality 
	Food quality assurance.
	Assure the quality level of food
	1 week 
	7th December 2022
	£10,000 


	4. 
	Poor level of cleanliness 
	Cleanliness standard improvement. 
	Assure the highest quality of hygiene. 
	1 week
	7th December 2022
	£10,000 




The quality of employees is the biggest problem faced by the hotel in recent times. The hotel needs to arrange an employee training program conducted by experts. This will assure the inclusion of better employees in the hotel. The estimated budget for this program is £30,000. For the infrastructural development to eradicate sound issues in the hotel rooms, £50,000 has been proposed which will take 2 months to complete. For food quality assurance, the cost has been estimated at £10,000 and it will take 1 week to improve if proper measures are taken timely. Finally, the improvement of cleanliness within the hotel has been added to the action plan. This will also take £10,000 and 1 week to complete. 

[bookmark: _Toc119781140]6. Recommendations 
The recommendations for the Britannia Adelphi Hotel will be as follows: 
1. Develop a highly trained workforce: 
One of the biggest changes needed for the improvement of the hotel is improving the quality of the staff working in it (LaFleur & Hyten, 2015). The top management of the hotel has to assure that the staff of the hotel is well-trained in cleanliness, hygiene management, and time management (Heyes, 2017). The staff of the hotel is the main service provider of the hotel (Xue & Qu, 2021). If they do not do their jobs properly, it will be challenging for the hotel to improve its quality. So, staff management is a compulsory need for the Britannia Adelphi Hotel. 
2. Invest in improving infrastructure: 
Without improved infrastructure, younger customers don’t get attracted to the hotels (Ma et al., 2013). Also, the improvement of buildings and the reconstruction of older buildings have become a necessity in the hospitality industry (Konovalov, 2020). Investment in the infrastructure has become an emergency for the hotel. As it is a very old unit, the people coming here face difficulties. So, infrastructure improvement is compulsory for the hotel and an investment increase will allow it to do so. 
3. Develop standard quality for food management: 
The food quality of the hotel has immensely dropped, which is the main reason why the hotel is facing immense criticism. A unique department for food quality assurance is very common in the hotels of the modern-day hospitality industry (Li & Qi, 2022). The hotel management has to create a department-based food management unit that will be focused on developing standard quality for food. The hotel also has to earn its lost reputation. 
4. Focus more on consumer reviews: 
Consumer reviews play a vital role in improving the quality of hotels and service providers in the modern world (Al-Ababneh, 2022). Online consumer reviews point out direct flaws in the hotel’s services which allow the management to focus on specific factors while taking improvement measures (Heng et al., 2018). The management of the hotel shall collect and analyse the data from consumers regularly to make flexible changes as soon as possible. This will assure flexible and faster quality improvement continuously. 
5. Focus on technological inclusion: 
Not only hotels but also many service industry participants are focusing on improving their service quality by implementing technology (Enz & Way, 2016). The hotels using robot vacuums, contactless check-ins, and big data analytics are doing better than other industry participants (Kumar & Singh, 2019). The Britannia Adelphi Hotel also has to bring new technologies and improve its quality of service. In the post-pandemic period, the economic condition of the country and also, the preferences of the customers have changed immensely. Focusing on this factor, the hotel has to include new technologies in its resources and improve gradually. 

[bookmark: _Toc119781141]7. Conclusion 
This is a consulting report to the senior management of the Britannia Adelphi hotel in the United Kingdom. In this paper, the author evaluated the difficulties inside the hotel's operations and identified how these problems might be eliminated. This study conducted a complete analysis of the hotel's overall status, and the author recommended to the hotel's senior management how to resolve the concerns discovered. The author had chosen the Britannia Adelphi hotel as the major subject of this study since it was formerly one of the most popular hotels in the UK and is now considered one of the worst in the country.
The author undertook a SWOT analysis to determine the hotel's operational strengths, weaknesses, opportunities, and threats. Following that, the author evaluated and assessed the hotel's entire position using PESTEL analysis. The PESTEL study examined the many dynamics of the hotel's political environment, economic environment, and social culture of the region influencing management decision-making, technical innovation in its working environment, environmental concerns, and legal issues. The entire situation of the hotel has been appraised based on the analysis results. This study of the hotel's many characteristics was used to identify ideas for the hotel to undertake to increase productivity. The Britannia Adelphi hotel was chosen because it has been an integral component of British hospitality culture, which is falling by the day. The report ensured that solutions are presented to the hotel's senior management so that they may recoup their lost value and become an industry leader again in the future.
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