	
	
	



MBA International Hotel Management
University of Wales Trinity Saint David




Assignment Title: Report: Developing a new landscape for customer care
Programme: MBA International Hotel Management
Module: Strategic Management
Module code: BMMB7013
Student name: Monika Hanna Smarul Isufi
Student number: 1903505
Lecturer: Jayne Griffith-Parry

















Table of content

Section 1 – Executive Summary..............................................................................................3
Section 2 – Introduction..........................................................................................................4
            2.1 Background...........................................................................................................4
           2.2 Introduction of project.......................................................................................4-5
           2.3 Meet the team …................................................................................................5-6
Section 3 - Main findings...................................................................................................6-7
            3.1 Strategies and techniques - internal and external analysis............................6-7
            3.2 SWOT Analysis................................................................................................7-9
           3.2.1 Limitations of SWOT Analysis.........................................................................9
           3.3 PESTLE Analysis...........................................................................................9-11
           3.3.1 Limitations of PESTLE Analysis.............................................................11-12
           3.4 Market Analysis – target market .....................................................................12
           3.5 Short- and long-term changes....................................................................13-14
           3.6 Improvements...................................................................................................14
          3.7 Feedback and reviews from guests..............................................................14-15
         3.8 Costs of changes...........................................................................................15-16
         3.9 Advantages and disadvantages of the pandemic.........................................16-17
Section 4 - Conclusions....................................................................................................18
Section 5 – Recommendations.........................................................................................19
Section 6 – Bibliography.............................................................................................20-23









Section 1 - Executive summary
This report summarises research that has been undertaken to improve and see what is already completed to make this small hotel in Southwest Wales more attractive to new guests. This research is an update by all associates included in this plan, to be able to understand how Penally Abbey hotel in Penally near Tenby prospers so far and with analysis and help of reviews and looking into the budget can be enhanced. 
To complete the whole analysis, internal and external strategies, and techniques will be used to investigate the target market and SWOT and well PESTLE analysis to deeply see the limitations that can recess success of the changes. To encourage the regular and future guests to visit 18th-century hotels overlooking the view of Carmarthen Bay, short- and long-term changes will be presented to expose the development planned for the near and further future. (Penally Abbey, 2021) 
To fulfil the requirements, reviews and feedback will be collected online and face-to-face to acknowledge the pros and cons of the organisation. During the analysis costs and budget of existing earnings and expectations will be monitored, as well as the impact of a pandemic on the hospitality industry, especially the boutique hotel in a minor and magnificent with views Penally village. (Dashthis, 2011-2021)













Section 2 - Introduction
2.1 Background
‘’Penally Abbey is a true labour of love for the Boissevain family.’’ (Penally Abbey, 2021) This statement is used by many visitors, who are historically friendly with old properties and adore to stay during their vacation in cosy hotel overlooking the sea. This 18th century hotel with 12 beautiful bedrooms and a restaurant called Rhosyn can be a discovery for local and far away tourists. 
Exploring outstanding Pembrokeshire and its coastal paths, this county can be proud of its beaches, castles, and historic islands with over 186 miles of the Southwest coast. In the heart of Pembrokeshire, a tourist destination and the most popular location called Tenby is anticipating travellers. What is better than staying in a local hotel just a 5-minute drive from Tenby, called Penally. 
As the main founders of the Boissevain family, Lucas, and his wife Melanie work nearby their three children to create a breath-taking, luxurious boutique hotel. Opening their door in 2014 defining niche for an elegant and intimate property with fine dining restaurant. (Penally Abbey, 2021)
‘’Delightful historic grounds and hotel restaurant.’’ (Penally Abbey, 2021) Brining what the finest in local produce from farm to plates and attracting surroundings to be on the map as a different breed of the unique hotel with a historic and modern touch. 
Refurbishing and renovating. That is a nightmare for every hotelier. Especially owning old and ‘’with soul’’ design. Being able to manage all hotel, guests, staff and still be on top of the competition. This is how the project began to improve what is already improved and to gain higher standards and satisfaction. As a pandemic in 2020 gave disappointment to all hospitality industry and in May 2020 devastating fire destroyed one wing of the building, Penally Abbey never gave up and with the assist of an appropriate member of this project to complete desired goals. (Penally Abbey, 2021)

2.2 Introduction of project
Penally Abbey Hotel in Penally near Tenby recommended to some of the internal teams in the hotel and external specialists to undertake a project that requires offering new, fresh ideas for renovating the hotel and to perceive what are the positives and negatives of running this property. The teams will connect their powers and introduce satisfying changes for the short and long term, as well as present budget and marketing site or guest's reviews. (Penally Abbey, 2021)
As a principle of this plan, SWOT and PESTLE analysis will be used to manifest internal and external ideas as well as go further into the county, country, Europe, and world circumstances. (Frue, 2019)
Not forgetting about customers, who are prime during planning transforming. Looking at the target market and demographics of the area and their opinion, everything can be found online (TripAdvisor) or face-to-face surveys (paper version). Some limitations can delay the refurbishing such as a global pandemic, however with the assist of professionals it can be achieved. (Project Management Learning, 2019)

2.3 Meet the team
The team is specially designed to work on the project that has been set up under the rules of Penally Abbey Hotel in Tenby. Each of the members of the team had their role and completed research to complete this report. Below are the main members:

General project manager - Monika Smarul-Isufi
· The main responsibility as a project manager is to complete the project. Giving roles to the rest of the team and making sure that the goals or objectives are met. To be able to give sufficient resources it is essential to manage relationships with contributors and stakeholders. Also recruiting staff, establishing project schedules and principles are key. To determine the methodology used to communicate with other departments and their pros and cons. (Villanova University, 2021)

Assistant project manager – Catherine Allen
· As an assistant, it is important to be the ‘’right hand’’ for the project manager to assist with overall objectives and provide expertise. When the manager cannot attend the meeting, the assistant is documenting the process and completes the date or changes to the schedule. (Villanova University, 2021)

Sales and finance department – Aiden Henderson and Sophia Cermak-Walker
· As a boutique, the small hotel there is a finance department that is in control of all budget and sales as well as booking and accounting transactions. During completion of the finance tasks main accountant and his assistant will be showing reports of cashflows, expenses and share needed to improve tasks stated in the plan of action. (Smythe CPA, 2014)

Design advisor – Agatha Dupuis
· As an old building, 18th century hotel with ‘’12 boutique and glorious rooms’’, (Trip Advisor, 2021) design advisor is needed to estimate changes to the inside or outside of the building. The plans of the property must be up to date to see if it is safe to extend any walls, redesign the territory and evaluate the opportunity to get more guests in the future. The design advisor and finance team are close co-workers to achieve the desired strategy. Avoiding errors and reducing financial risks, as well as keeping up to date with building legislations and maintaining health and safety of the building site. During the construction, time and technical expertise are key. (Go Construct, 2021)

Marketing department - Madison Parker and Ivy West 
· The next part of the whole project is marketing and promoting the hotel. As a marketing department, main manager and her assistant are responsible for creating surveys and managing inside as well as outside channels. To be able to be on track with news, monitor competition, track trends, and search for useful marketing tools to ameliorate customer needs and meet their demands. As a part of the project, marketing members must be innovative for their future buyers and enhance sales and revenue of the restaurant and hotel. (Verdoy A, 2013)

Business analyst – Steven Pearce
· According to Villanova (2021), business analyst ‘’recommends solutions to make the organisation better.’’ To be able to keep going with the plan, gather requirements and technical documentation about requisite information. 


Section 3 - Main findings
 3.1 Strategies and techniques - Internal and external analysis
To achieve success with the project, many factors are responsible to conclude every task. According to King University Article (2016), setting clear expectations and finalising project details are obligatory. Minor changes can be accepted; however, the main path of action must be set up and later corrections to make the project finest settled. 
Another useful strategy is to assign tasks to the right team and systems. Looking at the ‘’combination of skills, talents, and personalities’’ (King University Article, 2016) can fulfil the requirements of victorious peace of work. Working with highly qualified staff, taking risks, and avoiding errors can be reached. According to Aaltola K. (2017, p. 76), completing the project is one part but being able to evaluate after submitting and taking actions for the future is a ‘’valuable practice.’’  
The technique used by many managers is WBS (Work Breakdown Structure), which is breaking all elements of the work and works chronologically through them. Linking another technique called Divide and Conquer, so breaking down into little parts and going into more detail for example mind map of ideas. Another side of the method is CPM (Critical Path Method), which is a critical evaluation of all main parts and considers every feasible option. (Landau, 2019)
Including strategies and techniques can attain to accomplish all parts. However, applying some tools will boost up the ‘’effectiveness of the desired result.’’ (Kashyap, Article, 2018) By proofing and reviewing online feedback, the project team can be on track with meeting guests' hotel demands. Another tool is to be flexible and accessible to correspond to the schedules and deadlines. Not everything can be managed by computers and as our historic building is not very modern, the right people in right role can be beneficial and constructive. (Burke, p.98-101)

3.2 SWOT Analysis 
To be able to adapt the information of the project and to deeper see problems accruing, SWOT analysis was presented to manifest internal investigation (strengths and weaknesses) and external (opportunities and threats). The table below is showing the plan for Penally Abbey for the present and future of the positives and worrying aspects of the hotel. 
	Strengths 
	Weaknesses
	Opportunities
	Threats

	· Strong distribution network
· Good returns on capital expenditure
· Successful record of accomplishment at developing new products
· Location
· Popular tourist destination
· Online reviews and rankings
	· Old building (renovations)
· Seasonal events
· Budget due to small number of rooms and events
· Demographics
· Weather/ forecast
	· Lower inflation rate (more stability in market)
· Economic uptick, increase market share & capture new customers
· Expanding online bookings and offers (rates)
· Upgrade to 5-star hotel
· Improve sustainability
	· Competitors
· Cheaper accommodation in Tenby
· Pandemic and safety regulations
· Changing customer attitudes toward the company



The first analysis will be concentrated on the strengths of the glorious place. Strong distribution network, which will show how over the years hotel had built their network to reach the potential market. Another point is good returns on capital expenditure that suggests how prosperous the hotel is executing new projects and generating their capital on ‘’building new revenue streams’’ in surrounding areas. (Fern Fort University, 1970) The strength that is linking all ideas together is a record of successfully developing new products. Building trust within the guests and implementing product innovation can be primary to surprise consumers each time. 
The exciting part about Penally Abbey is its location. It is situated 10-minute walk outside of Tenby in Southwest Wales in Pembrokeshire. Magnificent sea views and one of the most popular tourist destination places are bringing many travellers. Online reviews and feedback from previous customers exhibit 4.5/5 points on TripAdvisor (2021) in general rankings. 
The other side of internal analysis is the weaknesses of the hotel. As a historical and touristic place, Penally is an 18th-century building, which needs continuous renovations and ‘’looking after it’’ because of old construction and the possibility of damage. As hospitality, the hotel is open all year round, extraordinary events such as weddings are organised only in summertime. The aim is to participate in events each month of the year, so guests can have an excuse to visit the place more often. Expanding the number of meetings can boost up the budget and income. Ranking ‘’10 most beautiful places to visit in Pembrokeshire’’ (Western Telegraph, 2019), the demographics are transforming from local to all around the world clients. Finally, significantly weather. Due to storms and fierce winds the hotel had to be closed a couple of times because of its location on the hills. (Hotel Tech Report, 2021) 
Moving to external analysis, which includes opportunities that can bring low inflation rates to the market. Enable the customers to have their interest at a lower rate. Although regular guests can be optimistic about the market share, by slowing the growth rate, we will be increasing customer spending on the organisation. Rankings and feedback are not everything. By promoting more offers, packages, and discounted stays, the property will enhance customers for purchasing their products and creating enormous demand. As a 4-star hotel, the expectations are high. Why not grow to 5-star ratings? It is the goal to meet customers' assumptions and bring them to greater standards. 
Not only fortunate tasks are dealt with. The threats are other elements of the project to face. As a popular destination, Tenby and surrounding areas are full of competition. Making unique, boutique and intimate with short and long-term changes hotel, offering reasonable prices for the finest services can change the attitudes of visitors towards the place. Along the side, pandemic and safety restrictions appeared, which hotels must deal with on daily basis to create a clean and safe environment for employees and guests. (Hotels.com, 2021)

3.2.1 Limitations of SWOT Analysis
Not every analysis is straightforward to complete, and many limitations can delay the process of the research. Due to the pandemic, numerous points of the changes will have to be prioritised because restrictions and peoples’ health or lives are vital to the current circumstances in the country. Wearing masks, hand sanitisers, cancelling bookings or lockdown can cause severe damage to the industry. (Fine, L., G., 2009, p. 48-49) However, investigating deeper, the problems of the organisation cannot fade away the analysis taking place soon. For example, environmental issues such as plastic pollution will continue to impact the industry along the side of pandemic restrictions, economic crises, or competitors opposite the hotel. Being able to modify the SWOT analysis and improving them during the project is a skill that the project team must have because some issues can be strengths as well as weaknesses, for example, online reviews and feedback can have positive and negative sides to it. (Williamson L., 2018)


3.3 PESTLE Analysis
Exploring deeper the project ideas, PESTLE analysis was innovated to exhibit a better understanding of each element of the plan. Many factors can affect the growth and success of hospitality. The collection of necessary data will be developed in-depth to manifest every possibility of improvement of the hotel. 
	P - Political
	· Government support (amount of tax – luxury and stars of hotel)
· Support growth of industry
· Travel bans/ restrictions 

	E - Economic
	· Taxation changes
· Inflation 
· Economic growth
· Interest and exchange rates (international guests)
· Extra services demanded by guests

	S - Social
	· Services and products
· Classes, events, and activities
· Company brand/ image
· Demographics 

	T - Technology
	· Defined technologies
· Security (personal details, locking rooms)

	L - Legal
	· Employment law (rights and duties)
· Safety and health laws (accident and risk assessment)
· Age law (too young or too old for hospitality)
· Discrimination and harassment (disability, sexual orientation, race..etc)

	E - Environment
	· Weather conditions (rain, wind, storms)
· Eco-friendly products
· Sustainability



To start with the analysis, six main PESTLE points will be discovered. Political, which is based on government support such as the amount of tax paid to the country or being able to keep the stars of the hotel. By implementing the interest of the industry, the growth is significant to generate an image of the brand. Although the political site is out of hotel control, the pandemic will change the way the travelling bans and restrictions to visit the hotel will be seen. Moving onto economic analysis, which is connecting political factors together. Taxation changes and inflation will have an impact on the prices of the hotel. Considering that economic growth can be risky, the demand for extra services and exchange rates for international guests will have to be reviewed. (Adamkasi, 2017) 
Social analysis is everything about ‘’connecting guests to their favourite destinations.’’ (My Cloud Hospitality, 2018) To be as close with travellers as possible and to create a special bond and deliver exceptional services beyond their expectations. The hotel can go ahead with classes (cookery, wine), events for local and international guests (banquets, conferences, guest nights) as well as activities for children and groups. At the same time does not forget about the company brand, image, and mission. Make sure that appropriate message arrives to correct demographics and segmentation within the community, for example, romantic breaks for couple and family-friendly restaurants. Personalisation and uniqueness can be the perfect solution for innovating new, modern technologies and security at the hotel. All personal details and copies of documents will be continuously locked with passwords and contactless transfers. As an old property, the technology will be ameliorated to a higher level to keep the customers safe and happy. (Penally Abbey, 2021) 
Being a hotelier and project leader, every aspect of the business ought to be mentioned such as legal analysis. Every hotel including Penally Abbey must contain in the documentation laws and regulations from a range of acts. Employment law, which involves the rights and duties of the employee and employer about the contract between them. The next important law is the health and safety of staff and guests. In case of an accident, the hotel must have an insurance and risk assessment undertaken, no matter of physical such as bodily harm or damage to the property. (Set My Hotel, 2021) Also, the employer may require confirming the age of the employee (age law) to legally employ the appropriate person for any position. One of many missed during the induction is discrimination and harassment law, which is as powerful as other laws. Nobody is allowed to be discriminated against because of their disability, sexual orientation, race, nationality, or being bullied and sexually harassed in the workplace. (Barth, 2021, p. 289-293)  
The last part of the analysis is the environment, which has a wide range of elements to include such as weather conditions. In Pembrokeshire, especially Tenby the forecast can convert from windy and stormy to warm and pleasant. Also, the rain is an often enemy of the hotel when guests had to cancel their booking in the past. According to Landmark Location (2018), Penally Abbey is meliorating their place in the range of sustainable hotels in Pembrokeshire. So far, the hotel is eliminating plastic, recycling, and using local produce, but the future is wider. The hotel will make its own water, purchase solar panels to save energy, and use recycling materials wherever possible. Sustainability is significant for the planet and starting with a slight change in the small business and spreading all around hospitality companies can pay off in the upcoming years. (Bristoll H., Newton p., 2021, p. 4)

3.3.1 Limitations of PESTLE Analysis
According to the project, each task must be completed to be able to move on to the next part of the project. However, there might be some limitations that can stop, and they may influence the decisions that the project team may take sometimes as a risk or not stable ground. Before planning any changes, the team will have to produce a budget for each change. If the finances are smaller than we expected, then the priorities must be converted. For example, minor changes can be marketing and exclusive offers for guests and time-consuming can be sustainability improvements (boiler, solar panels, recycling). Although this sign must be principal during planning, government rules and restrictions including pandemic and environment can be on the same level. (Pestle Analysis Contributors, 2018)
To appoint correct tasks for the project, a wide range of information must be used. Internal data from around the hotel such as employees as well as external data collected from competitors and guests. Conceding that all appropriate analysis is undertaken, every little detail matters and no matter if it is needed but must be included to show the reader that every possibility was considered, for example forgetting about policies of the hotel that in some way can be the most important for any accidents and acts. Investigating each part, the PESTLE analysis cannot be processed if ‘’the economy unstable and political unrest.’’ (Pestle Analysis Contributors, 2018)

3.4 Market Analysis – target market
Every hospitality sector may differ from each other. Every small and large hotel can vary, and each boutique hotel can have many contrasts. In this project, it will be crucial to use a unique approach and verify the market and market analysis to confidently provide services to the right consumers. (Stylus, 2021) 
According to Waida (2020), the target market is the most effective factor to grow business quicker. Without it, the organisation will not become as successful as expected. To define the right target market, we need to expose who is in that group of similar needs and wants such as related demographics, segmentation (generations), interest in products or services, and income level. (UK essays, 2017) 
The segmentations that can be found will be race, income, general traits, or age range. The research can have general statistics of groups of the hotel that is booking their services, for example in July 2021 over 63% of afternoon teas was booked by age range 35-55 compering to dinners that time over 58% were aged 25-40. Observing that comparison, the project team will have a tough time researching what will be the right age for Penally Abbey. (Waida M, 2020) 
From segmentations to generations. As we will be aware the age ranges are nothing else but a variety of generations creating through the years and transforming the world. For our hotel, the age range that is the most common visiting is middle to upper-income group (25-55 years old). As a boutique hotel, few travellers under the age of 25 will come for a fine dining experience, and over 55 years they may already experience the business luxury, intimacy, and romantic atmosphere. (Rogers C, 2003-2021) 
According to Beresford Research (1991), this group falls under the Millennials (1981-1996) and Gen X (1965-1980). Millennials are a generation is known for being ‘’incredibly sophisticated, technology-wise, immune to traditional marketing and sales pitches.’’ Where on the other side Gen X is a ‘’lost’’ generation because of the lowest voting participation, exposed many divorces, attitudes and reputation. (WJSchroer, 2013)



3.5 Short- and long-term changes
The momentum of pursuing a bigger, wider picture and getting every objective and goal ticked off, then beginning with a little step such as short-term change can be a start point. These can be completed on daily basis. To encounter short-term goals, so as a tiny amount of time is spent on them, the tasks must be clear, easy to accomplish and ameliorate the desired result quickly. These aims remedy creative and effective strategies and supply with fast and useful feedback. Also, it delays procrastination of slowing jobs and keeps interested focused. (Task Article, 2021) 
Short-term change at Penally Abbey discovered by the team will be upgrading 4-star standards to 5 stars, which takes just a little of touching in each department for example personalisation and extra services. Also, to explore the world of competition and detect what can be improved. Another necessary factor is prices of rooms, services and paying out. To get a larger number of guests, the possibility of an assortment of activities and classes provided (tours in Tenby, wine, or baking masterclasses), which will lead to online bookings and offers for customers joining dedicated events and classes. As the current world is becoming more sustainable Penally Abbey hotel cannot be worse. Exploit the magnificent location of Tenby and rural areas to turn greener. The last point to add is introducing present safety measures for the ‘’normal future’’ post-pandemic to provide outstanding services in a safe manner. (Penally Abbey, 2021) 
As the name indicates, ‘’long-term changes’’ capture more space of time and a countless number of staff is involved. It is a ‘’comprehensive framework that comprises of goals to be met within a three-to-five-year period.’’ Short short-term objectives can turn into long-term such as scope and execution of meeting the aims stated. (Indeed, 2021) 
The long-term planning that Penally Abbey will be discerning is investing in the main building, which is old and needs little renovations, (décor) it cannot be extended because it is a historical place, but modern touches will be added to be up to standards of future 5 stars hotel. It is an independent hotel family-owned, but it can be connected internationally to expand the brand. Same as a short-term goal, entertainment and events will be planned but this time on a larger scale, for example not just seasonal weddings but golf club/ yacht club events, live music/ concerts to be a promotion for this breath-taking boutique hotel. However, guests' demand is something that will be tough to convert into modern likes. (Penally Abbey, 2021) 
The hotel will focus on environmental changes that may take longer to process such as boiler, fresh bottled water, recycling system reusing plastic and cardboard, and solar panels (windmill). The menus and services will be upgraded to deliver local produce and current trends (dairy, gluten-free alternatives). As much as overseeing guests, the employees will not be left behind. Revised training, empowered staff, and modernise online systems to revamp the roles. The systems such as RMS (Revenue Management System), is software, which effectively and efficiently let to carry out necessary revenue management operations using hotel data to construct informed decisions. Another system is CRM (Customer Relationship Management), which refers to principles, practices, and guidelines. According to Hargrave M (2020), there are four main factors – sales & marketing, analysis & reporting, relation management, and service. The last upgraded system is PMS (Property Management System) (Property Management System and POS (Point of Sale) (Point of Sale System), the first one oversees the property issues and day-to-day functions, and the second one is responsible for cashier operations and ‘’on-premises’’ sales. (Damgaard G, 2020) (Lydon M, Garcia A, 2015, p. 34)    

3.6 Improvements
To be successful at all the improvements that will be planned during this project every little step must be precisely designed and all the roles given to appropriate people as well as prioritise tasks and behold the concernment of them. Agreeable to Hoteliga Blog (2018), guests are essential in business management especially their reviews and recommendations to others. The feedback of pros and cons will be significant to the project. Usage of online systems and updated websites can smoothly communicate organisation with external reality. Penally Abbey is all about Culture of ownership and highlighting that family business can influence substantial brands. The project manager will monitor the whole situation and accept or deny adjustments along. Securing the new standards and improvements, concluding with a motto ‘’standardisation is a key to build a strong brand.’’ (Xotels Article, 2020) 

3.7 Feedback and reviews from guests
This part of the project is as valuable as the others because it demonstrates feedback and reviews from the regular and one-time traveller. Their views and ways to raise the quality at the hotel. One of the common websites is Trip Advisor (2021), which exhibits 4.5 marks out of five for location, cleanliness, service, and value. As well as extra notes on facilities and amenities, room types, services, and attractions in surrounding areas. A mixture of positive and negative feedback contributes to consumers being curious to visit and discover themselves. As believed by Sodha A (2013), there is an unknown number of reviews that may not be genuine because of inappropriate answers, fake identities, and illegitimate feedbacks. 
Another fashionable way to collect reviews in face-to-face surveys and questionnaires, which can be presented to visitors on their arrival or departure. As the response can differ, pessimistic elements can be enhanced to see encouragement for superior standards. Beneficials of surveys are quick and easy response, saves costs, used online, verbal or email version gathers significant and large data. However, the damaging site can be wrong questions leading to inaccurate information, skipping answers throughout, not true responses. (Qeryz, 2014-2021)

3.8 Costs of changes
Below is a table with short and long-term changes identified by the project team to be able to plan each task and to prioritise the budget to the most important ones once first moving slowly to the larger parts. All the costs will depend on any amendments needed throughout the project. Any additional price will be analysed and considered as a major or minor element of the hotel.
Short-term 
	Change
	Cost
	Who responsible?
	How to achieve it?

	Upgrade to 5 stars
	£20,000+ 
(renovations)
	Project team
	See requirements, consult with the team

	Competition 
	£2,000+ 
(Reviews, interviews, phone calls, meetings, lunches)
	Project manager
Assistant manager
	Explore competition and how our hotel can be better than them, interviews, surveys

	Prices/ services
	£155+
Per room 
Per night

	Sales & finance 
Marketing
	Review prices and offers not too be too expensive but to value the quality

	Activities/ classes
	£125+ 
(Per activity/ class)
	Project manager
Assistant manager
	Investigate target market, what interest, needs and wants guests have

	Sustainability 
	£3,000+ (bins, water bottles, garden improvements)
	Project team
	Little steps to quickly improve

	Safety measures
	£1,000+ (masks)
£1,000+(sanitisers)
£1,500+ (signs posters)
	Business analyst
	Keep up to date with government guidelines and introduce at the hotel, masks, sanitisers...etc.



Long-term
	Change
	Cost
	Who responsible?
	How to achieve it?

	Renovations/ décor 
	£25,000+ (more refurbing)
	Design advisor
	Plan renovations and prioritise the most damaged/ old sections of the hotel

	International connections
	£10,000+ 
(Meetings, travelling, training)
	Business analyst
	Speak to different businesses and through them internationally grow connections

	Entertainment/ events
	£30,000+ 
(Stage, memberships, personalisation)
	Sales & finance
Marketing 
	Not only peak seasons but also quiet period to keep up with trends

	Sustainability 
	£5,000+
(Solar panels, windmill)
	Project team
	Bigger steps to improve environment

	Training/ online systems
	£20,000+
(Technology, staff training)
	Project manager
	Daily, monthly training and gradually implement systems to the staff



3.9 Advantages and disadvantages of the pandemic
One of the topics that will not be avoided is because, in the current world, it involves everyone, especially the hospitality industry. Penally Abbey is already performing safety measures imposed by the government to confer their guest's exceptional experience no matter if the ‘’new normality’’ differs from pre-pandemic. There are advantages and disadvantages of these circumstances, and many may not agree that there are any positives, but this report will reveal every element of the hotel. (Office for National Statistics, 2020-2021) 
Certains are during the pandemic few tourists are determined to go abroad, so local hotels such as Penally Abbey can be quintessential of the holiday of a lifetime. All the produce is healthy and by recommending sustainable alternatives, many will come out of curiosity to taste fine dining dishes near to home. During the lockdown and not travelling far, the planet turned greener than for numerous years before. (The Sun, 2021) As claimed by Forbes (2020), recovering after the pandemic will not be as easy as expected. Digital and online services, as well as travel demand, may lead to a decrease in bookings and a drop in income. To remain part of customers, increasing offers and upselling online will be necessary. Taken to action needs to be sales and marketing departments to prepare the foremost plan on how to bring more people through the door. At the same time thinking of the budget, income, and future transformations that will be ahead of us. (Booking Live, 2021) 
Pioneering the disadvantages, which can be crucial for the hospitality industry. Lockdowns and costs of not being able to book guests for months because of the rules. Easing the restrictions to visit a hotel but not going abroad, booted up the budget of the hotel. However as soon as the border opened travellers chose not to vacate local anymore, identifying decreasing in sales. Another devastating fact is digital communication, which is harmful to face-to-face personalised welcome and in-person conversation. Every rule and safety measure may not be right, so the government, tourists, and hoteliers are learning along with the pandemic, which may create chaos. Also, constant uncertainty of unknown investments and lockdown in the future and closing of the hotel for months to come. (My Ayan Blog, 2020)











Section 4 - Conclusions
To conclude the project was undertaken by the project team, which had their separate tasks to complete and investigations to process on their part to make expressive changes to Penally Abbey Hotel & Restaurant in Penally near Tenby. (Penally Abbey, 2021)
As an element of the research, the project team will be introducing the background of the hotel, establishing the purpose of the action taken to be able to effectively manage the project. Appropriate staff members from each department's internal and external advisors gathered and met the criteria to successfully process upcoming changes. Each of them proposed their view and knowledge of a range of strategies and techniques of the analysis presented during the project. (Dashthis, 2011-2021)
To fully understand each element and issue of the improvement, SWOT and PESTLE analysis will be displayed and deeply scrutinised. As a field of learning and exploring issues, limitations and arrangements may be obligatory. Later after in-depth information, market analysis, and age target will be agreed to know exactly what segmentation is crucial to obtain the desired goal. By implementing age groups, short- and long-term changes and ways of improvement will be stated to visualise the noteworthiness of these forwarding elements going forward. (Frue, 2019) (Verdoy A, 2013)
Necessary will be to listen to each other as a team but also to communicate with guests and collect feedback from them, which may create ideas for improvement. Deciding on short and long-term adaptations, costs and budget will have to be added to the list of tasks for the finance department. Continuing with the pandemic, which will be the case of each member of the team to oversee the pros and cons of the situation. Every little step must be processed in detail to become a change that will influence many tourists to come. (Aaltola K, 2017, p. 76)
The aim of this report was to consider improvements for Penally Abbey and to achieve them in short- and long-term steps. As a project team, we are extremely optimistic about so far steps taken at the hotel and with positive minds, we can suggest that these adjustments will take place soon with a surprising for everyone outcome. 



Section 5 - Recommendations
· The recommendations of this projects are to use strategies and techniques to demonstrate how project team will be effective in delivering the report about the future changes of the hotel. 
· Identifying SWOT and PESTLE analysis to see the effectiveness of the undertaken project and possibility to complete all the tasks (increase revenue, enhance reviews from guests and propose changes)
· Being able to analyse needs and wants of guests and employees, to investigate their feedback and future training
· To process positive and negatives that we will have an impact on and the once that we cannot do anything about them
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