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Executive Summary
The primary aim of this report is to provide The Grand Hotel Swansea and its General Manager Michelle Thomas with the results of in-depth organisational consultancy work. The company conducting the organisational consultancy is LB & Partners Consultancy – a well-established consultancy company operating in South West Wales that has extensive experience in the consultation of hospitality businesses and start-ups having worked with independent, boutique and chain hotels as well as restaurant businesses. The company conducted initial investigative work and site visits, where interviews with employees and managers took place, before progressing its interim consultancy work. This final report presents the findings of this organisational consultation and proposes several practical implications to the client.
This report commences by providing a detailed hotel description, before using analytical tools to investigate the key internal and external factors influencing The Grand Hotel’s macro-environment and current market position. A PESTLE analysis identifies the effects of Brexit and the ongoing Covid-19 pandemic as key political, economic, social and legal factors as well as major business threat, which result in severe labour shortages and future economic trading uncertainties across the industry and the nation. Furthermore, an industry trend for investments in technological advancements and environmental considerations such as sustainable solutions were uncovered.
A SWOT analysis recognises the hotel’s ideal location, unique selling point comprised of an exclusive hot tub hire and recent full refurbishment as its key strengths, upon which the hotel can build its marketing strategy. The hotel’s limited guest facilities and high staff turnover rate, on the other hand, were discovered weakening its current market position. However, current opportunities lie in its proposed hotel extension, which would allow the reopening of guest facilities as well as sustainable solutions for carbon footprint reduction to be introduced. 
The critical evaluation of the hotel and its operations has disclosed a successful number of trading years, upon which the client’s aims to build her planned hotel expansion. Also, the consultancy business The Regency Purchasing Group has previously been collaborating with The Grand Hotel and has successfully helped the client in improving its operational efficiency by making saving in areas like food purchasing and PDG terminals. For that reason, LB & Partners Consultancy focused on other areas of hotel operations.
LB & Partners Consultancy uncovered several issues and areas of concern. These include the hotel’s chaotic organisational structure and understaffing, which result in hectic day-to-day operations and poor interdepartmental communication. This report proposes a different organisational structure based on the revival of former roles, such as Housekeeping Manager, that will help to untangle the current interdepartmental chaos.
Furthermore, this report identifies poor employee recruitment, training and wellness as the primary drivers for low staff retention, morale and engagement, and proposes the initiation of elevated induction training as well as an employee wellness programme with perks and workshops for continuous professional development to the client in order to increase health and wellbeing as well as staff loyalty. The client is advised to be prioritising the resolution of this issue.
Other areas in need for improvements are the hotel’s poor asset management, which results in lost revenue streams, as well as its online presence and reputation management as they reflect neither the hotel’s 2020 refurbishment nor its customer relation skills via responding to guest reviews. This, however, is being identified as a driver for reputation and consumer behaviour.

This organisational consultancy report concludes by providing the client with a summary of recommendations in how to improve the hotel operations. For example, the planned hotel extension should be used as key motivator for becoming an eco-friendlier and more sustainable hotel that values water and energy conservation, recycling, and waste management. The new construction should also include a dedicated staff room, which is being identified as absent by the hotel’s employees.
Overall, the implementation of LB & Partners Consultancy action plan and key recommendations will help The Grand Hotel Swansea in sourcing new revenue streams, enhance its on- and offline reputation and most importantly to improve its employee wellness, which is believed to have a long-lasting impact on the hotel’s financial operations and competitor advantage.
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1. Introduction
The purpose of this report is to conduct an organisational consultation on behalf of The Grand Hotel Swansea. LB & Partners Consultancy has been working with the client Mrs Michelle Thomas over a two-month period and is delighted to present its findings within this report.
The consultant used PESTLE and SWOT analyses for investigative purposes. The PESTLE analysis framework was chosen for its efficiency in getting an in-depth understanding of the macro-environment of the hotel (CIPD, 2020). A SWOT analysis was used to analyse both the internal strengths and weaknesses as well as the external opportunities and threats of the hotel to evaluate its competitive positing (Hotel Tech Report, 2020).
Upon completion of an in-depth hotel analysis, the report will critically evaluate the hotel and its operations before addressing several identified operational issues. These include a chaotic organisational structure, a lack of online presence and reputation management as well as poor asset management. The focus of this report, however, will be on the hotel’s staff recruitment and training as well as associated employee well-being issues, which are found to be negatively impacting the hotel’s capability to implement its extension plans and should therefore be prioritised by the hotel.
Based on these findings, LB & Partners Consultancy will present several practical implications and recommendations that will guide the client in eliminating its high staff turnover and poor online reputation and asset management, which will contribute to the hotel’s long-term financial and operational success while maintaining its competitive advantage.
2. Scope and Analysis
2.1 Description of the Hotel:
The Grand Hotel Swansea is a three-star independent hotel situated in the heart of Swansea city centre and has been a landmark hotel since the 1930s (The Grand Hotel Swansea, 2021). The four-storey hotel is located directly opposite to Swansea Train Station with immediate access to High Street Car Park and a five-minute walk from Swansea city centre (Great National Hotels & Resorts, 2021).
The hotel is owned by The Abertawe Grand Limited and operated by the management company Celtic Hospitality Limited (Thomas, 2019). It is also supported by marketing partner Great National Hotels and Resorts, which has merged with The Hotel Partnership, a global hotel sales and marketing company focusing on independent hotels, in 2018 (Collins, 2018).
As of June 2021, the hotel has 53 guest rooms ranging from different types including one King and two Queen Suites with private balcony and exclusive hot tub use, three deluxe rooms with balcony and jet bath, two executive rooms with jet bath and 45 classic rooms including double, twin, triple and family rooms located in the main building as well as an attached annex. All rooms have recently been refurbished. The facilities on offer include a bistro bar with inside and outside seating area, a function suite with attached bar as well as two conference rooms. The hotel also has an on-site restaurant; however, the restaurant is used solely for breakfast service.
The hotel’s clients are a mixture of corporate and leisure guests, which produces a range of revenue streams. While the main source of income is accommodation, there are also strong secondary revenues coming from food and beverage as well as conferences and events (Davies, 2020).
As of May 2021, the hotel employs eighteen full-time and three part-time staff as well a variety of contractors available on demand. The hotel maintains strong relationships with its suppliers, including Solo Laundry Services and Bookers, and has also been working with the Regency Purchasing Group, a consulting company specialising on improving operations efficiency (Regency Purchasing Group, 2021), which has reportedly helped the hotel making savings in food purchasing and PDG terminals (Thomas, 2019).
The hotel is listed on online travel agents (OTAs) Booking.com, Expedia and Hotels.com, and is currently rated as very good or 8.2, based on 2307 reviews on Booking.com (Booking.com, 2021), 8.2 on Hotels.com (Hotels.com, 2021) as well as 4.0, based on 946 reviews on TripAdvisor, making it the seventh best of 23 hotels in Swansea (TripAdvisor, 2021). 
The hotel is particularly being praised for its exclusive hot tub hire, staff friendliness and its afternoon tea delivery service during the Covid-19 pandemic (TripAdvisor, 2021). Recent feedback also suggests that it has developed a positive reputation for hosting events such as weddings and themed parties (TripAdvisor, 2021). A guest review analysis, however, found that the hotel is often being marked down for cleanliness issues in guest rooms, however, the property itself has a five-star hygiene rating, which hints towards issues within the housekeeping department. In March 2021, the Grand Hotel has received positive recognition in the media for its commitment to offering a safe space for everyone feeling threatened or intimidated in Swansea, a move that has seen increased awareness after the death of Sarah Everard (Williams, 2021).


2.2 PESTLE Analysis
	Political


	· Brexit has affected domestic politics in terms of dividing the political parties (Mustafa, Hussain and Aslam, 2020)
· Political stability in the UK continues after recent local elections in Wales (BBC, 2021)

	Economic
	· Price inflation in April 2021 has reduced the disposable income of consumers (Office for National Statistics, 2021)
· Governmental Covid-19 business support measures for the hospitality industry: Furlough Scheme, Eat Out to Help Out Scheme, VAT rate reduction and business rate holiday (Hutton and Foley, 2021)
· Increased unemployment due to Covid-19 pandemic is slowly fading (Swansea Council, 2021)
· Current hospitality labour shortage conditioned by Covid-19 pandemic and Brexit (Houghton, 2021)

	Social
	· Negative growth in UK household spending (Office for National Statistics, 2021)
· Spending on restaurants and hotels in 2020 (Q3) decreased by negative 42,2 percent compared with Q4 in 2019 (Office for National Statistics, 2021)
· Increased demand for work-life-balance and employee wellness in the hospitality industry (Thomas, 2019)
· City centre improvements and developments in Swansea aim to elevate citizen’s life quality and the visitor experience (Swansea Council, 2021)
· High participation in UK’s Covid-19 inoculation programme to advance return to normal



	Technological
	· Increased automation in areas like customer service, administrative work, or housekeeping (Hotel Tech Report, 2021)
· Use of artificial intelligence or chatbots to accelerate operations and communication in hotels (Hotel Tech Report, 2021)

	Legal
	· Covid-19: Changing regulations being imposed on hospitality businesses concerning restrictions on gatherings, movement of people and business operations including opening times (Welsh Government, 2021)
· New laws and regulations passed, including the Coronavirus Act 2020 or The Health Protection (Wales) Regulations 2020 (Legislation.gov.uk., 2021)
· Brexit: Legal impacts on migration and free movement; EU Settlement Scheme allows non-citizens to continue to live, work and study in the UK (GOV.UK, 2020)

	Environmental
	· Implementation of Covid-19 precautional measures
· Increased implementation of sustainable policies (Hallstrom, 2017)
· Commitment to reducing the hotel’s carbon footprint and decarbonisation as part of their CSR (Thomas, 2019)





This analysis has uncovered several key factors relating to the macro-environment, which is influencing the hotel from the outside (CIPD, 2020). Firstly, the United Kingdom has been enjoying continuous political stability over the past years, which remains unchanged after the recent local elections in Wales (BBC, 2021). Nevertheless, Brexit is considered as one of the most influential political developments affecting both the United Kingdom and the European Union, and its long-term impacts on the hotel industry in terms of work visas and trade agreements are yet to be seen (Mustafa, Hussain and Aslam, 2020).
The government has continuously supported the hospitality industry throughout the pandemic by introducing measures like the Furlough Scheme, the Eat Out to Help Out Scheme, a reduced VAT rate and a business rates holiday (Hutton and Foley, 2021). This has allowed the hotel to continue its trading and helped in retaining most of its employees during both national lockdowns. However, since the reopening of hospitality, the industry has seen a severe staffing crisis conditioned by the Covid-19 pandemic as well as Brexit, which have both contributed to a labour shortage (Houghton, 2021). This has a direct impact on the hotel, which is found struggling to recruit new staff members.
With regards to the environmental factors, several Covid-related precautions need to be implemented for continuing legal trading. Furthermore, a planned hotel expansion enables the implementation of new sustainability and technology measures that can help the hotel in reducing its carbon footprint, which has become a popular movement within the industry (Lyons-Makaimoku, 2020).
Overall, the uncertainty of Brexit and the ongoing Covid-19 pandemic are without doubt the key deciding factors influencing the hotel in nearly all analysed areas and are expected to continue to do so in the unforeseeable future. The hotel’s ability to respond to changes with regards to these two determinants will be pivotal for guaranteeing its long-term success.
2.2 SWOT Analysis
	Strengths
	Weaknesses

	· Good transportation links and train station location
· Full hotel refurbishment in 2020
· Unique selling point: Hot tubs for exclusive hire
· Good online reputation: Ranked as the seventh best hotel in Swansea (TripAdvisor, 2021)
· Strong management team and marketing partners
· Continuous ownership and management
· Reliable team that is cross-trained and flexibly deployable
	· Limited and fee-based on-site parking
· Limited disability access
· Limited guest and leisure facilities at present
· Lack of employee wellness programme
· Understaffing and insufficient staff training
· Run-down area surrounding the hotel
· Outdated profiles on key OTAs and social media platforms
· Financially attenuated by Covid-19 pandemic

	Opportunities
	Threats

	· Hotel extension with reopening of leisure facilities and roof top bar
· Swansea Development Project - improvement of Hight Street area
· Increased pool of potential guests due to new event arena in Swansea Marina and nearby student accommodation
· Upselling and increased use of restaurant
· Package holiday offers
· Investment in sustainable practices and technology
· Branding
	· Future implications of the Covid-19 pandemic, including travel restrictions, lockdowns and labour shortages
· Changes in consumer travel caused by Brexit
· Rising costs of conducting business
· Competitors The Dragon Hotel, Mercure Hotel Swansea and Swansea Marriott



Upon completion of a SWOT analysis, it has been identified that the hotel can build on a strong location with great transportation links for travellers. The hotel’s recent refurbishment, excellent review scores as well as unique selling point build a good foundation for new marketing strategies to set the hotel apart from its competition. 
Nevertheless, several weaknesses referring to the building structure have been identified. However, the planned hotel extension in 2022 offers an opportunity for new leisure facilities and disability access being considered in its design. Another opportunity can be identified in an increased restaurant usage, which could potentially make a new revenue stream available to the hotel. However, future implications and changes in consumer travel caused by the Covid-19 pandemic and post-Brexit relations with the European Union continue to be the hotel’s main threat and put the business at risk. 









3. Evaluation
3.1 Critical Evaluation of the Hotel and Its Operations
The Grand Hotel Swansea is already an established business that has a range of operational systems and procedures in place. The Regency Purchasing Group has previously consulted the hotel in improving its financial and managerial operations, which has reportedly resulted in a decrease in expenses and an increase in productivity and sales (Thomas, 2019).
Financially, the hotel has had a very successful number of trading years, which is shown in its 80 percent occupancy rate prior to the pandemic (Thomas, 2019). Since 2017, The Grand Hotel has acquired many key customers, who continuously return all year, making the hotel viable not only in the high tourism season, but also during quieter shoulder months. In 2019, the hotel has implemented the use of the XERO accounting software to better control its expenditures, which has resulted in the reallocating of some expenses across new lines going forward (Davies, 2020). 
Future revenue and profit growth is aimed to be achieved through the planned hotel expansion in 2022. The client has expressed plans for 42 additional bedrooms as well as a unique new rooftop space, which will be a first for Swansea hence is expected to help the hotel in exceeding its market competition (Thomas, 2019). In this regard, new sustainable solutions to the hotel operations could be installed, which are currently not identifiable but nowadays recognised as a key driver for bookings by modern, eco-conscious travellers (Hallstrom, 2017). New sustainable measures could include refilling water bottles in each bedroom as well as water filling stations across the hotel, or the use of rainwater to populate toilets and watering systems (Hard, 2019). The hotel is currently found using complimentary single-use plastic bottles and toiletries in its guest rooms, contributing to large quantities of rubbish.
Furthermore, the property has a five-star hygiene rating and works closely with environmental health to continuously improve and implement new procedures. Additionally, the hotel collaborates with AA Consultancy and has its own appointed HR and Health and Safety consultant covering HR-related issues, which is why no issues in this area could be identified. 

3.2 Issues Identified and Operational Areas to Be Improved
Upon an in-depth analysis of the hotel, several issues impacting the hotel could be identified, which have been summarised into the following key areas:
Organisational Structure
Businesses generally use organisational structures as a framework to determine job roles, responsibilities, and channels of communication (Andrews, 2013). It is evident that an effective organisational structure manages the activities and functions of all employees within an organisation towards the accomplishment of its goals and objectives (Mullins, 2016).
Figure 1 depicts the current organisational structure of The Grand Hotel (Bassler, 2021). The structure can be identified as flat, meaning that they are only a few layers of management (Doherty, Champion and Wang, 2010). A flat organisational structure is usually very common in small independent businesses as it reduces staff costs (BBC Bitesize, 2021). This structure generally provides managers with a wider span of control, which increases the responsibilities over their staff, while a short chain of command increases the number of subordinates reporting to only a single manager (Mullins, 2013).
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Figure 1: Current Organisational Structure at The Grand Hotel Swansea (Bassler, 2021)
It could be identified that the flat structure at The Grand Hotel is owed to the absence of several department managers, including Housekeeping, Food and Beverage and the Front Desk, because of changes in staffing and layoffs due to the Covid-19 pandemic.
This, however, leads to several operational difficulties, which can have a range of negative impacts on the hotel with regards to smoothness of operations, revenue management and reputation. Not having a department manager could either mean that individual team members are being supervised by a different department, or not being supervised at all. A guest review analysis has uncovered a plethora of negative comments about guest room cleanliness. The consultant believes that this is due to the absence of a housekeeping manager, who would be responsible for pre-arrival room checks and appropriate training in company standards. The same applies for the Food and Beverage and Front Desk departments. It is unclear who reports to who since there is no supervisory position. Interviews with hotel employees revealed that those who have worked at the hotel the longest have the most value in decision-making processes.
LB & Partner Consultancy proposes a revised organisational structure as shown in Figure 2. The restructuring and revival of former department heads requires the recruitment of new staff, however, this is expected to increase inter- and intradepartmental communication and consequently the smoothness of operations (Mullins, 2016).
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Figure 2: Proposed Hierarchical Structure for The Grand Hotel Swansea (Bassler, 2021)

Staff Recruitment, Training and Employee Wellness
It is evident that good recruitment is essential for the success of any business and requires the careful selection of people with relevant skills that serve an organisations’ needs (CIPD, 2020). High staff turnover, as currently identified in the Grand Hotel, is evidence not only for poor recruitment but also bas employee wellness and is considered an expensive problem for hotel businesses (Faz, 2017).
In recent years, employee wellness has become an important factor as employees expect more from their employer than just a pay check (Kohll, 2018). Particularly the hospitality industry is known not only for its labour-intensity and “associated with high elevated stress level, high employee turnover, non-traditional work schedules, and lower level of compensation”, making an amplified focus on employee wellness even more relevant (Zhang, Torres and Jahromi, 2020, p. 1).
The current Covid-19 pandemic has initiated more and more hospitality workers to leave the industry, resulting in huge labour shortages now particularly noticeable due to a major return of customers (Evans, 2021) and leaving most hospitality businesses, including The Grand Hotel, struggling. Furthermore, this is also believed to have a knock-on effect since under-staffing falls back on the existing workforce’s back, which causes exhaustion and decreased productivity while tired employees are also found to be more prone to accidents (Balle, 2019). 
Consequently, staff recruitment is considered a mammoth task for the hotel to ensure a viable and lasting workforce. One major issue identified as being problematic to staff retention is that The Grand Hotel Swansea currently does not have any form of employee wellness programme. Upon investigation of the property, the consultant also found that there is no staff room for employees to find relaxation during break times. Instead, employees are forced to make use of the restaurant that is not being used after breakfast service.
These findings reveal that the hotel is currently not able to offer its employees a pleasant work environment, which is reflected not only in its high staff turnover rates but also in negative employee experience ratings on platforms such as Indeed (Indeed, 2021). However, in-depth research found that the initiation of an employee wellness programme is generally believed to have positive benefits for both employees and the employer (Zhang, 2018). Several studies found that organisation focusing on employee engagement experience 41 percent less absenteeism as well as 59 percent less staff turnover, according to Beheshti (2019).
LB & Partners Consultancy therefore recommends the establishment of a dedicated staff area. The consultant understands that the current building layout does not cater for a staff area, however, with the planned hotel extension in mind, the client is advised to include a staff room into the construction’s blueprint. Additionally, an employee wellness programme should be created. This may consist of employee perks such as discounted food and beverage or stays at the hotel. Since the hotel expansions plans include the construction of an on-site gym, a free membership for employees to use its facilities is also recommended. The employer may also want to consider working with a third-party wellness programme provider that could offer seminars focusing on healthy lifestyle choices, community service activities and continuous professional development opportunites (Corporate Finance Institute, 2021). This is expected to result in an increase in staff morale and employee engagement and will consequently have a positive impact on both staff loyalty and productivity (Lee and Ok, 2016).
Furthermore, upon visiting The Grand Hotel as part of the consultant’s investigation phase, several employees expressed their concerns with the current staff training during an interview session. Employees reported that induction training is almost non-existent, meaning that most of their skills were learned from observation rather than training. However, several studies suggest that sufficient employee induction and continuous training is the key for job satisfaction and team integration (CIPD, 2020). Figure 3 depicts the induction guide by Acas (2015), which describes all sequential steps involved in effective employee induction and is therefore recommended to the client.
[image: ]
Figure 3: At-a-glance induction guide (Acas, 2015)
The use of this guide could help The Grand Hotel in making a positive first and long-lasting impact on its new recruits, while guaranteeing the appropriate training needed to perform individual job roles successfully (CIPD, 2020).
Overall, it can be concluded that this problem area is crucial for being worked upon. The formation of a solid workforce becomes even more important with regards to the planned hotel extension. LB & Partner Consultancy therefore recommends prioritising the resolution of these issues to ensure a stable workforce that has the capability to grow.

Online Presence and Reputation Management
It is evident that the internet has revolutionised the way customers search for products and services, being a key source of electronic word-of-mouth information (Sparks, Kam Fung So and Bradley, 2016). Particularly online reviews are now regarded as a significant driver of consumers’ behavioural decision processes (Anagnostopoulou et al., 2020). Several studies investigating the importance of online reviews to guests when booking hotel accommodation have been conducted in the past. Research by TripAdvisor in 2014, for example, found that 89 percent of its survey respondents said online reviews had the biggest influence on their bookings (TripAdvisor, 2021). Consequently, online reputation management can have a direct impact on the financial success of a business (Rodríguez-Díaz et al., 2019).
An investigation of The Grand Hotel’s online activity has revealed that it is currently making use of several OTAs as well as a variety of social media platforms, including Facebook and Twitter, to list and advertise its property. These platforms enable guests to leave online reviews and rate their hotel stay. The hotel currently has excellent ratings on Booking.com (8,2 based on 2307 reviews) as well as TripAdvisor (4.0 based on 946 reviews) and is considered the seventh best hotel of 23 hotels in Swansea (TripAdvisor, 2021).
However, an examination of the hotel’s profiles on OTAs found that they are highly outdated with hotel descriptions not matching the current state of the hotel. Moreover, several hotel guests have commented on the disparity of their guest room upon arrival to what was being advertised online when making the booking, hence did not find their expectations met. These findings are surprising since the hotel has seen a full refurbishment in 2020 in all areas. The consult concludes that no steps in updating the hotel’s online profiles with new photos and descriptions have occurred since its refurbishment.
Furthermore, The Grand Hotel’s activity on managing its online reviews has been investigated, which has disclosed two areas of concern. Firstly, the consultant found that the hotel’s responsiveness is very irregular with multiple week-long gaps in replies. Secondly, primarily negative reviews were found to be answered while positive guest reviews often remain either unanswered or those being answered had very standardised and impersonal responses. 
Overall, it can be concluded that the hotel appears to be struggling with maintaining both its online presence and reputation management. Actively managing online reputation, however, helps in shifting consumer perceptions of the hotel, which can influence guests’ booking decisions (TripAdvisor, 2021). Research by TripAdvisor, for instance, suggests that 60 percent of the platform’s users would rather book at a hotel that responds to online reviews (TripAdvisor, 2021).


LB & Partners Consultancy therefore suggests that the hotel revises its online reputation management system. The hotel should be focusing on replying to all its guest reviews, using personalised rather than standardised responses (Sparks, Kam Fung So and Bradley, 2016). Training in creative ways of customising hotel responses for the Front Desk department should be provided by the Senior Management Team as it will give them the opportunity to set the benchmark for its customer service expectations. LB & Partners Consultancy recommends “The Ultimate Online Reputation Management Guide”, which is provided by TripAdvisor (TripAdvisor, 2021). Additionally, a revision of the hotel’s online profiles reflecting its recent refurbishment is recommended. Also, the hotel’s Twitter account has not been used in three years hence should either be deleted or actively being administered.








4. Findings and Results
The findings and results of the hotel evaluation are listed in the table below:
	Area of Concern
	Potential Impact
	Recommended Solution

	Staffing, Recruitment and Training
	The absence of appropriate induction training can lead to low staff morale and is believed to contribute to the hotel’s high staff turnover and negative employee experience ratings.
Moreover, the current understaffing leads to an increase in the workload for existing staff, who are found suffering in the process.
	The client is advised to prioritise its current staffing issue. LB & Partners Consultancy recognises the impact of current labour shortages as a determining factor and threat to the hotel, however, generally believes that this issue can be overcome through appropriate recruitment and selection processes, trial shifts and induction as well as continuous employee training.
The induction guide by Acas (2015) can guide the hotel in establishing a solid employee induction and engagement scheme.

Formula:
Engagement + Loyalty = Staff Retention

	Employee Wellness
	The hotel currently does not have any form of employee appreciation or wellness programme, employee perks and benefits nor a dedicated staff room. This is believed to be negatively impacting the workforce’s morale, health and wellbeing.
	The hotel is advised to incorporate a dedicated staff room into its hotel extension blueprint as well as the introduction of an employee wellness programme. This should include perks such as gym memberships, discounted healthy foods and stays. The hotel may also want to consider cooperating with a third-party wellness programme provider to initiate a viable programme based on industry best practices.

	Asset Management
	From the analysis, it has been revealed that the hotel currently uses its on-site restaurant solely for breakfast service. Instead, the hotel bar is being used for lunch and dinner service from 12 PM to 9:30 PM. However, the bar is known for attracting sports fans due to projecting all-day Sky Sports programmes on multiple screens. Due to the environment created by an influx of vivid sport fans, hotel guests visiting the bar area for dinner service are often left in an uncomfortable dining environment.
Moreover, the underuse of the fully equipped restaurant with attached bar is believed to result in lost revenue.
	In this regard, it is recommended that the hotel considers the use of the restaurant for additional lunch and dinner service. An updated menu for the bar as well as a new lunch and dinner menu for the restaurant is projected to result in increased revenue as demand for this service could be identified. This is supported by the hotel’s extension plans, which is likely to result in a larger number of potential restaurant guests.
Simultaneously, a separation between bar and restaurant guests is expected to improve the guest experience for these different types of costumers.

	Online Reputation Management
	By presenting outdated online profiles and hotel descriptions on its websites, the hotel reduces its ability to meet customer expectations, which is reflected in numerous negative guest reviews.
Additionally, a solid online reputation management scheme should be introduced by empowering Front Desk employees to actively respond to guest reviews on all platforms.
	The hotel is advised to update its online profiles and amend the hotel descriptions in line with the current state of the hotel, which has seen a major refurbishment in 2020.
By investing in professional photography, the hotel will be able to showcase is newly refurbished property and enhance both its marketing strategy and online reputation. 







The critical analysis and evaluation of The Grand Hotel has found that it currently experiences severe labour shortages caused not only by Brexit and Covid-19 pandemic, but also its poor staff training and employee wellness provision. However, both are vital for securing a happy and healthy workforce that feels engaged, appreciated and empowered, which will subsequently have a long-lasting impact on the hotel’s financial and operational performance (Orchard, 2015).
Additionally, LB & Partners Consultancy uncovered a lost revenue stream produced by the underused on-site restaurant. An all-day restaurant use, however, is believed not only to increase profits, but also to elevate the guest experience since different types of the hotel’s customers, including sport enthusiasts and hotel guests, have different expectations in terms of atmosphere and service (Bush, 2020).
Another area of concern has been identified as the hotel’s neglected online presence and reputation management. The hotel is advised to update and effectively maintain its websites and social media profiles to not jeopardise its current superior hotel scores on all cooperating agents, including Booking.com and TripAdvisor. This issue has been identified as a simple and cost-effective area that could see some influential improvements supporting the hotel’s reputation (Hensens, 2015).



5. Action Plan
	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion Date
	Planned Budget

	1
	Organisational Structure


	LB & Partners Consultancy recommends a detailed restructuring process. Figure 2 depicts the proposed new organisational structure, which includes new positions such as Housekeeping, F&B and Front Desk managers. Its implementation, however, requires a comprehensive hiring process. 

	Once this new organisational structure has been established, a reduction in chaotic day-to-day operations and miscommunication is expected. This will have a positive impact on the staff’s and current department managers’ wellbeing as they will no longer be required to oversee multiple departments. This will increase staff retention and will build the basis for a growing workforce in line with the proposed hotel extension.
	Two months
	15/08/2021
	£10,000

	2
	Staffing, Recruitment and Training
	New, effective recruitment strategies should be implemented including trial shifts.
The client is also advised to introduce an effective induction programme for its new starters. This should consist of a booklet that include all the required skills and training sessions needed to perform the job role successfully. A two-month period in completing this training plan is recommended.
Additional mandatory training sessions including Health & Safety or fire training is to be documented in this book as well as voluntary workshops for continuous professional development.
	The main goal is to give both job applicants and the hotel a realistic perspective whether a person is good fit for the company.
The training plan will help the hotel in keeping track about the new employee’s progress.
Offering employees continuous professional developments option will help in making them feel engaged and valued, which will positively impact both staff retention and performance.
	Four months
	15/10/2021
	£15,000

	3
	Employee Wellness
	The development of an employee wellness programme is recommended. This may consist of employee appreciation awards and company perks.
Additionally, a dedicated staff room should be build.
	The initiation of an employee wellness programme will help the hotel in reducing its high staff turnover while increasing its workforce’s engagement as well as health and wellbeing.
	Three months
	10/09/2021
	£15,000

	4
	Online Presence


	A professional photographer should be hired for updated photos of the hotel’s 2020 refurbishment.
Additionally, the hotel’s social media platforms are in need for more engaging content. The consultant recommends the use of short video clips about the newly refurbished hotel and its staff to create a personalised hotel reputation.
This process is to be repeated upon completion of the hotel expansion as well as any further developments.
	Up-to-date online profiles with new photo will help the hotel in capturing and marketing its recent refurbishment to its guests.
Guests who research the hotel will be given the exact description and representation of their desired guest rooms and facilities, which will help in meeting their expectations.
	Four weeks
	16/07/2021
	£5,000

	5
	Online Reputation Management


	It is recommended that the Senior Management Team conducts training with its Front Desk team in how to effectively respond to online reviews. Front Desk employees must learn that both negative and positive reviews need to be answered. Also, every review should receive a personalised response instead of the hotel’s standardised response template. A workshop in learning new skills in online reputation management is recommended.
	A solid online reputation management system that puts emphasis on recognising both positive and negative guest reviews will help the hotel to instil trust in its guests. 
	One month
	12/07/2021
	£2,500

	–
	Consultancy Fees
	–
	–
	–
	–
	£25,000



6. Recommendations
LB & Partners Consultancy proposes the following recommendations to The Grand Hotel Swansea:
· A restructuring of the hotel’s organisational structure consisting of new positions is recommended to guarantee each department and its team is effectively being supervised and organised (Figure 2). 
· Consistent two-month training for new employees using their individual training plan booklet, which is being documented and signed by their supervisors to ensure consistent training.
· Additional mandatory and voluntary continuous professional development opportunities for long-term staff.
· Focusing on employee wellness is key for maintaining staff retention and productivity hence introducing a wellness programme consisting of employee perks is strongly advised. 
· Establishing a dedicated staff area as part of the hotel expansion.
· Consistent online presence will help the hotel in maintaining its online reputation and strong hotel ratings on all OTAs and social media platforms.
· Updated online profiles with new photography and hotel descriptions will help market the newly refurbished hotel and will contribute to meeting guests’ expectations when booking accommodation online.
· A solid online reputation management system that focuses on responding to online reviews in a customised and personal manner will help to instil trust in guests and will make them feel cared for.
· An increased use of the hotel’s on-site restaurant is expected to increase revenue while simultaneously providing different types of hotel guests and customers with elevated guest experiences in two separate environments.
· Focus on more sustainable solutions as part of the hotel expansion concentrating on water and energy conservation, waste reduction and recycling.












7. Conclusion
In conclusion, it can be stated that this report has successfully managed to identify key variables of The Grand Hotel Swansea’s hotel operations. It has been demonstrated that The Grand Hotel Swansea is a successfully operating hotel business that has a strong potential for future growth and becoming an independent hotel segment leader in Swansea. LB & Partners Consultancy recognised existing consultancy work by the honourable Regency Purchasing Group, which has successfully managed to improve The Grand Hotel’s hotel operations.
LB & Partners Consultancy’s effort therefore focused on other hotel areas including organisational structure or staffing and recruitment, where prevalent issues with staff retention, employee wellness and communication could be identified. The severity of this staffing issue is aggravated by Brexit and the Covid-19 pandemic, which are key drivers for the hospitality industry’s current labour shortage (Houghton, 2021). 
Other areas to be improved have been seen as The Grand Hotel’s online presence and reputation management, which currently do not reflect the hotel’s excellent hotel rating on major OTA’s and social media platforms. Therefore, a cost-effective way to improve the hotel’s credibility was presented, focusing on updated profiles as well as a consistent guest review response scheme that values the hotel’s guests and represents the hotel’s engagement in guest relations.
Upon successful implementation of the proposed action plan and recommendations, The Grand Hotel Swansea is expected to increase employee retention and satisfaction, revenue as well as online reputation, which will guide the hotel towards a market leader position.
LB & Partners Consultancy would like to take this opportunity to thank their client Mrs Michelle Thomas and The Grand Hotel Swansea team for their cooperation during the consultation process as well as their time for visits and interviews. The company looks forward to additional collaborations with The Grand Hotel Swansea in the future.
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STEP 1: Before the new employee starts

+ Send the employee useful information about the organisation

« Plan the employee’s induction, including who will meet them on their
first day, who will mentor them, and get their workspace ready

~

STEP 2: First day

+ Show them around, introducing colleagues, managers and mentors
+ Deal with important documents, but don't make day 1 overwhelming
+_Health and safety must be outlined

=

STEP 3: First week

« Explain a full who's who, how the organisation works, its rules, how
any facilities work, the new employee’s role and how they fit in

«_Explain how performance is assessed and let them try some tasks

=

STEP 4: First month

+ Informally establish how the employee is settling in, if any further
training or coaching is needed, and if there are any other concerns

+_Give reassuring but realistic feedback on how they are doing

.

STEP 5: Three months

+ Check the employee’s performance. What's good? What must
improve?

+_Agree any further support as a programme with timed goals

&

STEP 6: Six months and/or end of probation

+ Decide if a probationary employee is to be kept on, fairly dismissed
or offered extended probation where the contract permits

+Review their performance and establish goals for the next six months

=

STEP 7: Twelve months
+ Hold a full performance management review or appraisal
«Ask the employee for feedback on the effectiveness of their induction
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