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[bookmark: _Toc120145784]Executive Summary 
Radisson Blu is one of the largest international chains of hospitality organizations around the world under its parent company Radisson Hotel and Resort and has been located in 380 different locations across the countries (Taylor, 2018). The Radisson Blu brand tops the European hotel market in size and scale. On the continent, there are 186 Radisson Blu establishments that are situated in major cities (Mia, 2013). The report has been prepared on one of its franchises in the United Kingdom namely Radisson Blue Edwardian Berkshire Hotel London. It is rated 8.5 out of 10 on booking.com and 4 out of 5 scales on TripAdvisor. The hotel intends to provide overwhelming and comfortable services to the customers and yet it is facing some crucial issues in its operation. The problem and challenges after the effect of the COVID-19 pandemic is revolving around the services provided to customers. 
OC&C Strategy Consultants has been working as the consultancy firm for this report. As the hotel chain is continuously building new hospitality businesses around the world, its focus is diverted from customer satisfaction to an extreme growth strategy (AsiaOne, 2021). Furthermore, the hotel began to face issues like low employee engagement and satisfaction. The correlation between employee satisfaction and customer satisfaction is very high. If the employees are fully engaged in their jobs, they will give their complete effort to make the customers happy and contented. 
The report has attempted to identify the problems the hotel is facing, its scope and assessment, the internal and external environment evaluation, plausible measures that can be taken by the management, the action plans, its budget and prudent recommendations among different options. The recommendations should be bias-free and transparent in nature (George, 2013). The global pandemic has had an adverse influence on tourism in 2020 and 2021. 
For understanding the rudimentary and subordinated cause of the problem the hotel is facing, Root Cause Analysis has been conducted along with the Fishbone diagram. There are a number of flaws that have been detected in the hotel services and all these subordinated issues create a ‘Key Problem’. According to Google reviews, the Radisson Blu Edwardian Berkshire Hotel London is rated 4 out of 5 stars. 75% of tourists and visitors thought their services were satisfactory, 13% thought they were mediocre, and the rest thought they were awful (TripAdvisor, 2022). The issues of the Food and Beverage department, Finance Department, Human Resource Department and Room Service Department have been discussed in the report in an elaborative form. Employee management is the core issue here. The lack of emotional intelligence and employee engagement lead to the weak management of customer relationship. Their patience, dedication and hard work can be assured by the proper compensation and reward set by the human resource management department (Kumar Saini, 2018).
With a view to understanding the external and internal environment, PESTLE and SWOT analyses have been conducted. As the external analysis takes all the macro-environmental factors into the consideration, the analysis has been undertaken considering the overall market in the economy of the United Kingdom. The trade relationship between the United Kingdom and China may have an impact on their expansion plans (BBC news, 2022). Plausible steps for the management are shown as follows:
1. Benefit and Discount packages to the customers
2. Implementing IT measures and Techniques
3. Training and development program for the employees
4. Special training in interpersonal skill
5. Collaboration between customers and employees
6. Ensuring employee engagement
7. Use of Enterprise Resource Tools 
8. Use of employee self-service strategy
9. Improving the quality of breakfast 
Attempting to make a Sustainable environment:The role of the management in this regard is very important. They need to formulate operational strategies to make it more customer-centric. The purpose of the strategies is, to provide emphasis on individual marketing services, leverage the brand image advantage, ensure the place is not noisy to live in and strengthen the customer service section. The action plan for these measures by Radisson Blu Edwardian Berkshire Hotel with the budgetary amounts are shown as follows: 

	Problems noticed
	Solutions
	Time Scale
	Budgeted Figures

	Poor Breakfast
	Ensure that each member of staff follows a routine and that they are always ready on call. There should be plenty of cleaners available.
	1 month 
	£ 35000


	Noisy
	Sound-absorbing methods and equipment should be used to disguise noise.
	3 months 
	£ 45,000


	Overpriced room relative to amenities
	Reviewing rates at regular intervals and offering enticing discounts on certain occasions
	5 months 
	£ 50000


	Negative employee behavior 
	Improving interpersonal skills, emotional intelligence, and cultural diversity training and development programs
	6 months 
	£ 35000


	Poor Maintenance and cleanliness
	Increasing the menu's diversity while keeping it healthful and nutritious
	2 months 
	£ 40000


	Recruiting more human resources
	Increasing the number of human resources in the different departments can increase the efficiency of the operation.
	3 months
	£ 25000


*The figures have been shown hypothetically. 
Efficiency and performance will improve, which will strengthen customer service. For this reason, training and development programs for the employees to handle all of the situations of the customer is the recommended one to undertake (Wynne, 1993). If the employees are engaged and trained enough to perform their duties, they will be able to solve all sorts of problems in anomalous situations. The budget for the action plan needed for every department of the organization has been set in a minimalistic way so that they can afford the amount for all sorts of development (Anikso & Anikso, 2020). Sound masking equipment is quite expensive, for such the budget allocated for eradicating noisy environment is higher than the other related problem faced by the organization. As a consultancy report, it has been prepared with a fair view . The problems were stated collectively considering the practical facts in a prudent manner.


[bookmark: _Toc120145785]Introduction 
In a highly competitive hospitality industry, Radisson Hotel Group is a remarkable upscale brand operating all over the world. It is one of the biggest parts of the Carlson Industry (Ramco, 2013). Radisson Blu Edwardian Berkshire Hotel London is one of the franchises of Radisson Hotels and Resorts which is located at the center of Oxford Street (Radisson Blu Hotel Website, 2021). Even though it is one of the largest hospitality organizations in the world, they are still facing some challenges in managing different issues. The purpose of the report is to understand the problems they are facing in accordance with other competitors prevailing in the industry and how to solve those issues in different efficient ways by OC&C Strategy Consultants.  The main principle of this corporate giant is running a hotel chain “expansion at whatever cost," and they were opening hotels at a rate of one every seven days (Petterson, 2022). Every year, the parent company of this grand hotel plans to increase the number of franchises on its account. As a result of which they concentrate more on growth strategy, rather than customer satisfaction. Several numbers of negative reviews have been founded given by customers about the hotel’s services, mostly after the breakout of the pandemic (Serra, 2021). Furthermore, the hotel began to face issues such as low employee satisfaction and inconsistent services. The company ran into big difficulties since the management didn't have a clear plan. Besides, the corporation was not focused on developing a brand image in order to increase consumer loyalty. 
[image: ]
[bookmark: _Hlk119453492]Figure: Radisson Blu Edwardian Berkshire Hotel, London
Source: Radisson Blu Hotel Website, 2021
Alongside identifying and solving the core issue that is faced by Radisson Blu Edwardian Berkshire Hotel London, they also need to consider different other factors. Such as the deployment of employees, documentation of all the Human Resources policies and strategies, and their payroll system (Kripa, 2013).
In this regard, the hospitality organization needs to identify the methods through which the problem can be solved. As the company is facing this problem on a frequent basis nowadays, it is important to establish operational strategies for making it more customer-centric. For assessing the external environment, a PESTLE analysis should be conducted and endogenous understanding will be perceived by SWOT analysis (Gobbi, L., and Lucarelli, S., 2022). 
Through PESTLE analysis, all the macro-environmental factors that have influenced the respective hotel can be identified. SWOT Analysis is a tried-and-true management paradigm that allows a company like Radisson Hotels to compare its business and performance against that of its competitors (Skool, 2020). The positive aspects will be described by identifying the strengths and opportunities relative to other competitors. On the other hand, the negative considerations of threats and weaknesses will be identified compared to the peer companies in the industry.  
In line with doing these analyses, management must develop a number of programs that will assure employee satisfaction, hence increasing the organization's performance and effectiveness (Goldman, 1987). Efficiency and performance will improve, which will strengthen customer service. To be linked with the firm, the company's management must recognize that employees must better understand Radisson's vision and objective. 









[bookmark: _Toc120145786]Scope and Analysis 
[bookmark: _Toc120145787]Background and History of the Hotel:
Radisson Blu Edwardian Berkshire Hotel, London is designed with an Edwardian theme and is located at 350 Oxford Street, London, W1C 1BY, United Kingdom (Radisson Blu Hotel Website, 2021). Edwardian-style buildings value light-filled interiors, craftsmanship, and sophisticated textiles and patterns (Dutton, 2022). It is situated at the center of the city and surrounded by different shopping malls, restaurants and entertainment places. 
[image: ]
Figure 2: Location of Radisson Blu Edwardian Berkshire Hotel, London
Source: Google Map
Radisson Hotels was established in 1909. There are 13 Edwardian Hotels in London that are under Radisson Hotels and Resorts company (Edwardian History, 2019). In a highly competitive sector, Radisson seeks to provide great service and care to its customers by providing communication tools and help around the clock. But still, some issues have been addressed under different circumstances. 
[bookmark: _Toc120145788]Amenities: 
In this reputed four-star hotel, there are 149 guest rooms, 2 meeting rooms and one large conference room of 54 sq meters with all necessary amenities. The guests are provided with different services such as concierge services, laundry Room services, common internet access, multi-lingual staff, wheelchair access to common areas and paid onsite parking service. 
[bookmark: _Toc120145789]Measures for hygiene issues and COVID-19: 
During the pandemic, the hotel has included a long range of hygiene services. The use of masks, hand gloves, hand sanitizer and other cleaners are compulsory considerations in providing services to customers. 
[bookmark: _Toc120145790]Recent Feedback and Reviews:
Most of the visitors are quite happy with the services provided by the respective hospitality organization. As a wedding and birthday party location, the hotel is so much admirable to the customers as the hotel provides a compact service for all sorts of surprises for loved ones (Alvar, 2021). The location of the hotel is lauded by a large number of guests and visitors from where they can easily go shopping and other entertainment places in attractive destinations (Unnureva, 2022). 
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Figure 3: Reviews of Radisson Blu Edwardian Berkshire Hotel London on TripAdvisor
Source: Official Website of TripAdvisor, 2022
Despite the assurance of all these amenities, the customers and guests have given bad reviews on the poor services provided by the employees. On their website, several bad reviews were gathered about the poor quality of their breakfast (Teejay, 2022). Room services and employee behaviors are remarkably adverse according to their reviews (Marin, 2021). From June 2021 to October 2022, a large of people have provided negative reviews on the official page of Trip-advisor. For getting a better understanding, the complaints along with their number of occurrences have been demonstrated:
	[bookmark: _Hlk119864081]Problems noticed
	Number of Occurrences

	Poor Breakfast
	5

	Noisy
	9

	Overpriced room relative to amenities
	8

	Negative employee behavior 
	5

	Poor Maintenance and cleanliness
	11

	Tiny room design 
	6


Table 1: Number of negative reviews given by the customers
[bookmark: _Toc120145791]PESTLE Analysis:
For a better perception PESTEL analysis will help understand all the macroeconomic and environmental factors in an extensive manner (Swift, 2019). The below-stated table will show the factors affecting the company in a concise form:
	External Environment Factors
	

	1. Political Factors
	· Governance system 
· Resource and time allocation by the government
·  Current political stability in the existing market

	2. Economic Factors
	· Availability of the core infrastructure in the UK 
· Downward pressure on consumer spending (Davis, 2019)
· Growing inflation rate by 9.6% in October (Trading Economics, 2022)
· Excess supply as a result of increased efficiency
· Currency depreciation 

	3. Social Factors
	· Norms and hierarchy in society
· Role of genders
· Human capital is furnished by training and development programs (Williamson, 1975)
· Cultural diversity 

	4. Technological Factors
	· Large investment in the R&D sector
· Technology transfer and issues related to licensing 
· Disruption in the technological innovation 

	5. Environmental Factors
	· Customer awareness on maintaining a green environment
· Recycling practice in the environment
· Offers Capacity Expansion

	6. [bookmark: _Hlk119543003]Legal Factors
	· Enforcement of Employment Laws
· Legal protection of intellectual properties
· Health and Safety issues of the customers and employees 


Table 2: PESTEL Analysis on Radisson Blu Edwardian Berkshire Hotel London

Political Factors: To forecast trends, Radisson Hospitality must keep a keen watch on industry-wide government initiatives. Policymakers, non-governmental organizations, and pressure groups have a high influence on the political environment. Political issues are frequently linked to the extent and nature of intervention by local and national governments in the trade and economic environment (Stone, 1986). The trade relationship between the United Kingdom and China may have an impact on their expansion plans. Besides, the impact of the pandemic and Brexit have created a large effect on the operation of the hotel.
1. Economic Factors: The UK government has increased its investment in creating key infrastructure to support and improve the business sector over the years. Radisson Hospitality can leverage existing infrastructure to create growth in the UK Services sector with rising inflation rate of 9.6% in October (Williamson, 1975). Even though consumer disposable income has remained consistent, rising inequality in society will have a detrimental impact on consumer sentiment due to the job insecurity caused by repeated layoffs for Covid-19 and lockdowns (Fitzpatrick, 2022).
2. Social Factors: The impact of the pandemic is drastic on the workers. Many new hygiene and safety factors have been added to the hospitality services for which they have to be trained by the HR managers. Radisson Hospitality can put several concepts to the test in order to respond to and support the changing gender roles in UK society.
3. Technological Factors: In the United Kingdom, research and development investment is made at both the macro and micro levels. If there is a creative disruption environment and both government and commercial players are investing in finding innovative solutions. Mobile technology advancements and diffusion have altered client expectations in the services of Radisson hotels. 
4. Environmental Factors: Environmental standards are influencing product innovation priorities. Recycling is becoming the norm rather than the exception in the United Kingdom economy. The hotel must establish plans to comply with Service industry norms and standards. Sustainable and green environment establishment has become the core concerns of Radisson Berkshire hotel. 
5. Legal Factors: In the United Kingdom, intellectual property, patents, copyrights, and other IPR rights are legally protected. The amount of environmental legislation in the United Kingdom, as well as what Radisson Hospitality must do to comply with various laws and regulations. 

[bookmark: _Toc120145792]SWOT Analysis:
	Strengths:
· Strong brand recognition
· High margins
· Track record of innovation
· Located at the center of the city
· Ensures pandemic safety measures
	Weaknesses:
· Declining market share
· Local monopolies and niche markets
· Customer and supplier loyalty is low
· Poor maintenance 
· Noisy environment

	Opportunities:
· Use of social media for promotion 
· Adapting to changing customer preferences
· Increasing the number of customers in lower-income sectors
	Threats:
· Shortage of man skills
· Conflicting Trade Relations between US and China
· Increasing rivals in the industry


Table 4: SWOT Analysis on Radisson Blu Edwardian Berkshire Hotel London
In the Hotels & Motels industry, this Radisson hotel product has significant brand awareness. This has allowed the company to charge a higher rate than its competitors, which is a strength. Radisson Berkshire has a large dealer and partner network, which not only assists in providing efficient services to consumers but also in handling competitive issues. Its market share is declining as sales are expanding. Poor maintenance and being noisy as it is located at the center of different attractive places are working as the weaknesses. 
The hotel has the opportunity to attract a large number of people for location and with the use of social media according to their preferences. However, the increasing number of competitors in a hostile trade environment has become a threat to the hotel.
[bookmark: _Toc120145793]Main Body 
The strategy of the parent company of Radisson Blu Edwardian Berkshire is always to establish a hospitality organization on a very frequent basis (Rezidor Hotel Group AB, 2009). As the hotel has faced a number of negative reviews provided by the guests and visitors, the management of this hospitality organization is badly in a need of alteration and refurbishment. The company ran into big difficulties since the management didn't have a clear plan. Furthermore, the organization was not focused on developing a brand image in order to increase consumer loyalty. 
[bookmark: _Toc120145794]Analysis of the Problem:
When a problem develops, it requires someone to drill down its fundamental cause by asking "Why?" several times. Then, when a countermeasure becomes apparent, users implement it to prevent the problem from reoccurring (Ash, 2021). A countermeasure is an action or group of measures taken to prevent the problem from recurring, whereas a solution may address the symptom. The reason behind these issues can be assessed with Root Cause Analysis which entails finding out the rudimentary and subordinate causes of the problem with a view to solving that (Tillery, 2021). 
In the case of Radisson Blu Edwardian Berkshire Hotel, it is visible that there are a number of issues that are influencing the goodwill of the organization. This process will help to identify the principles and methodologies to point out the causes and their effects. The following Fishbone diagram will make the analysis easier in pointing out the problems and getting a solution out of them (Vitasari, 2022). 
‘[image: ]
Figure 4: Fishbone Diagram for Root Cause Analysis on Radisson Blu Edwardian Berkshire 
Source: 59th St. Bridge, 2021
Prepared by: Author
From this analysis, it is evident that the problem is occurring not only in a specific department, rather it is taking place in several departments of the organization. As many of the customers have already complained about the poor menu arrangement of the hotel breakfast, its reason can be attributed to the flaws of the food and beverage department. Less variety and lack of timeliness are working behind this sort of negative review. Later on, their cleanliness, maintenance and noise issues are apparently attributed to the room service department. Due to the lack of employee training, coordination with the customers and the placement of the hotel are working behind this. As the hotel is the center of different shopping mall and other visiting areas, crowd sometimes interferes the silence inside the hotel. 
One of the severe problems, the hotel has been going through is the negative behavior of the staff and employees in the organization. The lack of emotional intelligence and employee engagement lead to the weak management of customer relationship. Their patience, dedication, and hard work can be assured by the proper compensation and reward set by the human resource management department (Adler & Lazarus, 1992). Due to the architectural flaws and operations, the rooms in this respective hotel are claimed to be tiny and not spacious enough by customers. After a specific interval, the room prices are to be reviewed based on the market demand relative to the peer companies and competitors. 
[bookmark: _Toc120145795]Strategies to be formulated:
After reviewing the entire issue, the company's management is in urgent need of establishing operational strategies to make it more customer-centric. To that purpose, the company should implement five primary strategies that are stated as follows:
· Giving more attention to the customers’ needs
· Individual marketing services
· Leveraging the brand image advantage
· Ensuring the place is not noisy to live in 
· Strengthening the customer service section
For tackling the negative impressions of the customers, the management of Radisson Blu Edwardian Berkshire Hotel has already implemented a technique namely “Complaint Card’ which was used to perceive the visitors’ thoughts and criticism of the services provided by the hotel employees (Brian, 2019). A list of questions was provided to the guests at the end of their stay in the hotel. But this technique was not successful enough to solve the problems as many of the visitors do not complete the questions and some of them do not seem interested in that. In that regard, the organization needs to initiate different other measures for facing the challenges they are facing right now



[bookmark: _Toc120145796]Measures to be Taken:
The management of the hotel can meet the customer expectation by following the below-stated measures:
	10. Benefit and Discount packages to the customers
11. Implementing IT measures and Techniques
12. Training and development program for the employees
13. Special training in interpersonal skill
14. Collaboration between customers and employees
15. Ensuring employee engagement
16. Use of Enterprise Resource Tools 
17. Use of employee self-service strategy
18. Improving the quality of breakfast 
19. Attempting to make a Sustainable environment:


Table 5: List of all plausible measures for the given scenario

The detailed description of each measure in the above-stated list is given below:
1. Providing Benefits and Discount Packages to the customers as many of them assumed their services are overpriced: 
Radisson Blu Berkshire might improve the customer experience by offering membership benefits and discount packages. Customers who stay on a regular basis may receive a larger discount than regular inn rates. Guests that thoroughly fill out the card or leave a review on the Internet may be eligible for a particular discount on their next visit. Customer recognition is important, especially in an industry that touts its services as an "experience." If they deliver astonishing stable and dependable services to consumers by improving their services, it will completely coordinate information frameworks. With these measurements in place, employee and customer satisfaction remain predictable and progress is consistent (Wilson, 1991).
2. Following different IT measures and Techniques for the surveillance of cleanliness and proper maintenance of the resources:
The Radisson Blu Berkshire management can also use IT approaches to incorporate information on their guests, which was supported by marketing infrastructure (Ihsan & Alshibani, 2018) . The hotel management will be able to create stronger marketing campaigns to attract clients with the help of technological systems. Additionally, it will assist the organization in developing strong and long-term relationships with its guests. Using internet technology, guests can check in at the hotel from anywhere, including at airports, on their computers or cell phones, and so on (Ihsan & Alshibani, 2018). 
3. Providing the employees with the best training and development program to deal with anomalous customer service incidents: 
The hotel's main goal became employee training in order to develop a network that could be accessible globally by all Radisson Hotels worldwide. This assisted the organization in developing a consistent database structure throughout the world (Adler & Lazarus, 1992). The fundamental goal of these designs was to establish dependable and consistent interactions with all Radisson Hotel guests and customers. The training and development program for the employees will make sure the extent of employee engagement. 
4. Giving the employees special training on building interpersonal skills:
Providing a good service offered by staff leads to consumer satisfaction. Furthermore, it has been noticed that when an employee is contented with the company's management, they eventually provide better services to consumers, and good customer service is the essence of the Hotel Industry (Burnard, 1989). This training can be helpful in avoiding miscommunication among the customers and conveying services to them.
5. Understanding the collaboration between customer and employee satisfaction:
Improving requires collaboration in assessing employee and consumer satisfaction. Radisson Hotel's management must prioritize employee satisfaction in order to boost customers' satisfaction (Burnard, 1989. To do this, management must develop a number of programs that will assure employee satisfaction, hence increasing the organization's efficiency and performance. To be linked with the firm, the company's management must recognize that employees can understand their vision and objective. 
6. Ensuring employee engagement through efficient human resource management: 
Radisson Blu Berkshire may accomplish this by engaging its staff with Rewards & Incentives, which will provide opportunities for promotion. Radisson's primary priority was employee management. Radisson, in particular, needs assistance in the following areas (Tanford, S., Kim, M., and Kim, 2020):
Employee Deployment Efficiency- It entails having a structure in place to handle timesheets and monitor employee operations on all fronts.
Automation of Payroll System- Given the number of employees, Radisson needs payroll automation to assure speed and accuracy.
HR process documentation - Radisson's HR staff was frequently overloaded with inquiries and paperwork workload. It needs a way to deal with these documents.
7. Use of Enterprise Resource Planning Tools in management: 
For giving attention to this crucial issue, Enterprise Resource Planning tools might help the hotel to focus on these problems. Procurement, maintenance and service management based on the number of orders and customer stay can be under the supervision of this management tool (Davis, 2008).  Payroll may be fully automated and aggregated using its ERP on Cloud to create a unified view of employee data including all the complains (Cruz-Cunha et al., 2013).
8. Use of employee self-service strategy:
Radisson profited from the advantages of increased staff competency. Employee-level data has become safer as a result of these security measures (Yuldashev, K. S., and Radjabov, 2022). The staffing matrix guarantees that the right number of personnel are deployed, and dynamic time sheets ensure that the deployment is adaptable. Allocated employees should have the attitude to cleaning and maintain rooms, common spaces, pool and spa areas. 
9. Improving the quality of breakfast: 
Many of the customers who received the service from this particular Radisson Hotel, complained about the quality of the breakfast. Many of them also liked the food items given on the breakfast menu. Some people like the simple arrangement of breakfast, while others expect more items on it. In that regard, the hotel must arrange some complementary items or buffet items through proper management. This might decrease the negative reviews given by the guests and visitors. 
10. Attempting to make a Sustainable environment:
Many firms consider organizational innovation to be crucial to surviving and maintaining a sustainable competitive advantage, as well as performance (Sanchez-Famoso & Maseda, 2014). Employees must have the intention to keep the environment clean, noise-free and hygienic in all regards (Salim & Sulaiman, 2011). As many of the visitors have complained about the noisy environment and cleanliness, moving toward the goal of a sustainable environment is very important (Victorino et al., 2005). 
[bookmark: _Toc120056108][bookmark: _Toc120145797]Strategic Analysis for Overall Development:
There are other strategies to be undertaken by the respective hotel after the hit of the pandemic and under the above-stated circumstances. Apart from all these strategies and measures, the hotel has taken a 5-year strategic plan as corporate responsibility goals (Responsible Business Report, 2020). They will continue to engage in building shared value in communities in the areas of Food, shelter, and amenities. Their ambitious focuses on three key areas to ensure that they care for their guests, staff, and employees while acting ethically which is directly related to the problem the hotel is facing right now. Their environmental and responsible business policies are integrated at all levels of the corporation (Roques, 2015). Because the industry is so employee-driven, the recruitment approach focuses on several important areas. 
[bookmark: _Toc120145798]Findings and Results 
Radisson Blu Edwardian Berkshire Hotel London has been rated 4 out of 5 according to Google reviews. 75% of the guests and visitors provided satisfactory reviews on their services, 13% described their service as an average experience and the rest of them considered their services poor (TripAdvisor, 2022). In the above-stated section, all the problems and their respective measures have been described in the best manner possible. 
	Department
	Taken Measures 

	Food and Beverage Department
	· Increasing varieties of items on the menu
· Providing the waiters with training on timeliness and serving
· Serving breakfast always on time
· Making the menu healthy and nutritious 
· Recruit Continental Chefs to fill up the shortage


Table 6: Measures to be taken by the Food and Beverage Department
As most of the guests are not satisfied enough with the breakfast menu, Radisson Blu Berkshire will pay attention to increasing the food items enriched with a healthy and nutritious menu. Timeliness is a very important issue in this regard. Because the existing cooks are not masters in continental and contemporary meals, at least two newly recruited chefs from different cuisines should be. The food items might be substituted based on the preferences of the customers. If there is much variety in the breakfast menu, guests can choose items according to their own likings and choices. 
	Department
	Taken Measures 

	Human Resource Department
	· Enhancing training and development programs on interpersonal skill
· Engaging the employees in performing their tasks
· Making the employees understand emotional intelligence
· Cultural Diversity training (Ronen & McKinney, 1970)
· Retention schemes
· Long-term recruitment and retention policy layout to gather skilled


Table 7: Measures to be taken by the Human Resource Department
The UK’s hospitality sector is going through a challenging period after the Covid-19 pandemic (Dutta et al. 2021). For the human resource department, it is important to train the employees with proper behavior in every condition. Though Radisson hotels are really famous for good employee behavior all over the world, it has to be assured that, no single customer is mistreated. So, in that regard, the employees should be engaged enough and manage their emotional intelligence. Cultural diversity is a big matter in managing the customer. So, the employees should understand, how to handle guests and customers from different corners of the world (Ronen & McKinney, 1970). Providing extra benefits to the employees and designing long-term employee retention plans can enhance the motivation of the employees. If the waiters, room service providers, janitors, and all other employees are engaged enough, the complaints might go away from the review websites. Employee involvement will inevitably lead to greater customer service and, as a result, brand loyalty (Gorska-Warsewicz and Kulykovets, 2020).

	Department
	Taken Measures 

	Room Service Department 
	· Ensuring the employees are well-trained 
· Proper team management 
· Making sure each staff is going through a routine 
· Employees should be readily available on call
· Noise should be masked with sound-absorbing technologies and equipment
· Needs more employees to render services


Table 8: Measures to be taken by the Room Service Department
As the development and architectural activities have already taken, it is really nearly impossible to change that design. Many of the guests said that the rooms are tiny to properly live in. In that regard, the organization may change the setting of the furniture and equipment inside the room.  In hospitality organizations, different teams are appointed for different tasks. It has to be made sure that the employees are following their shifts and routine properly. Whenever a guest or visitor is in a need of something, they will be readily available on call. So, the number of employees should also be increased in that case. As Radisson Blu Berkshire is located at the center of different significant sites, the noise from outside sometimes interferes with the serenity of the hotel rooms. In that regard, sound masking technologies can ensure silence inside the hospitality organization (Langer, 1996). 
	Department
	Taken Measures 

	Finance and Development Department
	· Understanding the pricing strategies relative to peer companies
· Reviewing the price of the services in accordance with consumer spending behavior
· Providing discount offers on different occasions
· Enhancing interior designing 
· Decorating with space-saving multi-purpose furniture that is well accommodated in the small rooms


Table 9: Measures to be taken by the Finance and Development Department

The customers think that the rooms are a bit overpriced relative to the size of the room. Prices at the Radisson Blu Edwardian Berkshire Hotel in London may vary depending on dates, hotel policies, and other factors (Booking.com, 2022). In that case, the finance department of Radisson Blu Berkshire Hotel might review the pricing strategies of the peer company. Though Radisson has the brand image to cost more for their service, the prices are to be reviewed if the customers are not satisfied with the amenities and services. Proving discounts on different occasions to attract customers can be a good way to retain customers who find the hotel room price expensive. 
The role of the development and decoration team is important, as many of the customers have complaints about their less-spacious room. If that case, space-saving multi-purpose furniture can be set up with a good level of interior design. The most essential factor for the importance of interior design in the hotel business is that it enhances or improves the experience of guests. (Motto, 1965)
[bookmark: _Toc120145799]Action Plan 
The action plan for these measures by Radisson Blu Edwardian Berkshire Hotel with the budgetary amounts, time scale and completion date are shown as follows: 
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Poor Maintenance and cleanliness
	Make sure each staff is going through a routine and they should be readily available on call. Cleaners should be available in lots. Recruiting more employees for that purpose. 

	Recent negative feedback on maintenance and cleanliness that have been addressed should be rectified, and existing customers will be comforted with cleaning facilities and on-all demands. 
	1 month 
	20/01/2023
	£ 35000


	2
	Noisy
	Noise should be masked with sound-absorbing technologies and equipment
	As the hotel is in the center of the city, the sound-absorbing technologies might help them experience silence
	3 months 
	20/03/2023
	£ 45,000


	3
	Overpriced room relative to amenities
	Reviewing the prices in a specific interval and providing attractive discount offers on different occasions. Interior designing and space-saving multi-purpose furniture are needed.
	In line with efficient pricing, other amenities offered will be provided with the best quality. 
	5 months 
	20/05/2023
	£ 50000


	4
	Negative employee behavior
	Enhancing training and development programs on the interpersonal skill, emotional intelligence and cultural diversity. 
	Avoiding all sorts of anomalies and unexpected behavior with the proper training programs and having a good impression on customers
	6 months 
	20/05/2023
	£ 35000


	5
	Poor Breakfast
	Increasing the variety of items on the menu and keeping it healthy and nutritious. Appointing two more chefs for cooking. 
	The recent negative feedback on the food menu will be addressed and that existing customer will be reassured that their opinions have been taken into account.
	2 months 
	20/02/2023
	£ 40000


	6
	Recruiting more human resources
	Increasing the number of human resources in the different departments can increase the efficiency of the operation.
	The demand of the customers can be served at once and more staff will be engaged in different tasks.
	3 months
	20/03/2023
	£ 25000


*The figures have been shown hypothetically. 

Table: Actions for the problem faced by Radisson Blu Edwardian Berkshire Hotel London
Source: Author Generated
[bookmark: _Toc120145800]Recommendation 
Radisson Blu Edwardian Berkshire Hotel is strategic enough to tackle the challenges they are facing recently. Almost every hospitality organization faces similar complaints about their services though they try to provide the best services to the customers (Arab news, 2015). In such situations, the organization should handle all the challenges and issues strategically and smartly to sustain its brand image. After reviewing the entire situation in Radisson Blu Berkshire, the company's management must have determined that it urgently requires processes and operations to become more customer-centric. The concerns are revolving around the food and beverages department, human resource management department, room service department and finance department. Recommendations for the feasible measures are shown as follows:
· It is affordable and efficient to initiate by changing the menu of breakfast. Adding some healthy and contemporary dishes. It will not be so much expensive compared to the other problems. 
· Later on, cleaning products and maintenance stuff have to be stored in plenty and they should be readily available. More human resources should be allocated for cleanliness and maintenance purposes. 
· The negative employee behavior can be improved by proper training and development programs arranged by the HR department. This part is quite crucial because the skills and efficiency of the employees are the main catalysts behind the success of the organization.
· As the visitors are disturbed by the noise surrounding the hotel, they will invest in buying sound masking equipment which is quite expensive. If it ensures the betterment of the guests and visitors, the investment can be undertaken. 
· Being overpriced relative to amenities is a very challenging review that has been found on review websites. Radisson has been known for the best quality of services all around the world. However, they can improve their case by adding more facilities and making changes in different development areas. But it is really hard to change architectural developments and expensive as well. 

















[bookmark: _Toc120145801]Conclusion 
Radisson Blu Edwardian Berkshire Hotel London is seemingly one of the hotels that are following Edwardian norms and style (Edwardian History, 2019). The hotel is eagerly trying to establish a green as well as a sustainable environment around the world. Most of the guests and visitors are satisfied and astonished by their overwhelming services. But among all goods, a sprinkle of bad can be found. In those cases, the hotel is confronting challenges to meet the expectations. Cleanliness and proper maintenance are very much vital in ensuring a good impression of the customer about the hotel. Along with that employee engagement and development programs will help the organization fight back against the negative reviews that have been gathered on different official websites. The budget for the action plan needed for every department of the organization has been set in a minimalistic way so that they can afford the amount for all sorts of development. Radisson Blu Edwardian Berkshire has been in the center of many attractive locations. So, it will always be in the attention of the customers because of its immense brand image and value. The hotel is genuinely concerned about employee and staff rights. Their goal is to make Every Moment Count for everyone they connect with, including team members, partners, and guests (Kripa, 2013). To that end, the organization must pay close attention to all of the strategies and measures described above. Human resource managers’ role is vital, as they have to provide the best employee engagement and development program to the staff and employees. If they take these measures attentively, their focus should be converted from growth-centric to customer-centric in the long run. 
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