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[bookmark: _Toc128766798]Executive Summary 
Through an examination of both internal and external issues, this paper seeks to draw conclusions about the effectiveness of the United Kingdom's InterContinental Hotel. The hotel's management team asked for this research so they could get some advice on how to keep up with the competition in the hospitality business and even get ahead of it (Dawson-Shepherd et al., 2013). The hotel's location and size will be examined in this study, among other critical aspects.
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[bookmark: _Toc128766799]Introduction 
Consulting for organisations, or organisational consultancy is the practice of offering expert advice and direction to businesses and other groups with the aim of enhancing their operations. Consulting firms offer their services to businesses so that they can better understand and address their challenges, create effective strategies, and adapt to changing conditions (Kitay & Wright, 2014). InterContinental Hotel operates in the extremely competitive UK hospitality market, which presents a number of threats to its success. Customers' ever-evolving wants and preferences are a major obstacle. In order to keep up with guest expectations, the hotel must regularly improve its offerings. The introduction of new competitors who provide similar services and amenities is another difficulty (Manley, 2013). In order to keep its current clientele and gain new ones, InterContinental Hotel needs to set itself out from the competition. This research employs PESTEL, SWOT, and TOWS analysis to examine the many internal and external factors influencing InterContinental Hotel's performance (Donnelly, 2018). Information about the hotel's functioning will also be gathered through the observation of work-placed practise. This will entail seeing the hotel's customer service agents engage with guests, respond to complaints, and deliver on the promise of a pleasant stay (Long, 2018). The results of the PESTEL, SWOT, and TOWS analysis will be corroborated by the data gathered here.


[bookmark: _Toc128766800]Overview on Intercontinental Hotels Group 
The headquarters of the international hotel chain known as Intercontinental Hotels Group (IHG) can be found in Denham, which is located in Buckinghamshire, United Kingdom. The names InterContinental, Crowne Plaza, Holiday Inn, Holiday Inn Express, Staybridge Suites, and Candlewood Suites are only a few of the hotel chains that are owned by IHG (Huet, 2013). IHG has more than 350 hotels located all around the United Kingdom, with just two examples being the InterContinental London Park Lane and the Crowne Plaza London - The City. These hotels have a lot to offer a diverse range of guests, from businesspeople to families on holiday, and everyone in between (Suárez-Albanchez et al., 2021). IHG properties located in the United Kingdom provide guests with access to an extensive range of facilities and services, including restaurants offering full-service dining, fitness centres, meeting rooms, and wireless internet access. The company has implemented a great deal of environmentally conscious policies in order to reduce the amount of damage it does to the natural environment (Whysall et al., 2014).
[bookmark: _Toc128766801]Scope & analysis
[bookmark: _Toc128766802]PESTLE Analysis
Political factors
The continuity of governmental leadership in the United Kingdom is one of the most important conditions for the successful running of the InterContinental Hotel. Changes in policies, rules, and regulations affecting immigration, labour, and taxation might affect the hotel's workforce and financial condition (Southern, 2012). The debates over Brexit and the potential repercussions of this could also have influenced the hotel's capacity to recruit customers from other countries.
Economic factors
The success of the InterContinental Hotel is impacted by macroeconomic factors including inflation, exchange rates, and interest rates. The stability and expansion of the UK's economy can have an effect on the number of tourists and business travellers that visit the country, and this can have a knock-on effect on the occupancy rate and income of the hotel (Lawlor and Sher, 2022). Customers' desire to spend money on luxury services and facilities may also be impacted when there is a slowdown or recession in the economy.

Social factors
InterContinental Hotel recognises the importance of the social and cultural aspects that play a role in influencing the behaviour and preferences of their guests. The hotel needs to be able to adjust to the shifting fashions and requirements of its patrons, such as providing vegan and vegetarian meal options, environmentally friendly services, and technology-driven experiences (Haron, 2013). The ageing population in the UK may also provide an opportunity for the hotel to meet the requirements of senior folks by adapting its services to better meet their demands.
Technological factors
The rapid acceleration of technological progress is an important component that has an impact on the functioning of the InterContinental Hotel. It is imperative that the hotel implement cutting-edge technologies such as mobile check-in, intelligent room controls, and chatbots powered by artificial intelligence in order to deliver a streamlined and individualised experience to its guests (Grugulis et al., 2013). Threats related to cybersecurity and issues regarding the privacy of customers' data are also extremely important for the hotel to address in order to maintain the safety and protection of customers' information.
Environmental factors
The effects that the hospitality business has on the local ecosystem are becoming an increasingly important consideration for the management of the InterContinental Hotel. The hotel is required to implement sustainable practices and eco-friendly activities, such as lowering their overall waste output, increasing their energy efficiency, and increasing their use of renewable resources (Sebastião et al., 2017). Alterations in the weather and the occurrence of natural catastrophes are two more factors that could have an impact on the hotel's physical infrastructure and its operational capabilities (Yusiani et al., 2023).
Legal factors
The InterContinental Hotel is responsible for adhering to a wide variety of legal rules, including those pertaining to health and safety, employment, and data protection. Laws pertaining to taxation, licensing, and zoning all have an impact on the operation of the hotel (De Jager et al., 2013). Any infringement of these regulations may result in legal repercussions and may be harmful to the hotel's reputation.
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Strengths
· Central location in the heart of London, providing easy access to major tourist attractions and business districts.
· Spacious and well-appointed guest rooms and suites, offering a high level of comfort and luxury.
· Wide range of amenities and facilities, including restaurants, bars, a spa, and fitness center (Espino-Rodríguez, 2023).
· Established reputation as a luxury hotel, attracting high-end clientele.
· Experienced and professional staff, providing exceptional service to guests.
· Strong brand recognition as part of the InterContinental Hotels Group, a global leader in the hospitality industry.
Weaknesses
· High room rates compared to other hotels in the area, which may deter price-sensitive customers.
· Limited parking facilities, making it difficult for guests traveling by car.
· Noise levels in certain rooms due to the hotel's central location.
· Limited meeting and event spaces, which may limit the hotel's appeal to business customers.
· Dependency on the tourism industry, making it vulnerable to fluctuations in the economy or changes in travel patterns.
Opportunities
· Expanding the hotel's services and facilities to include more meeting and event spaces to attract business customers.
· Increasing marketing efforts to reach a wider audience, including price-sensitive customers and international tourists (Guo et al., 2023).
· Offering more diverse dining options to cater to different tastes and preferences.
· Expanding into new markets, such as offering more eco-friendly and sustainable services.
· Building on its positive reputation as a luxury wedding venue by offering customized wedding packages and experiences.
Threats 
· Increasing competition from other luxury hotels in the area.
· Economic downturns or fluctuations in the tourism industry.
· Negative publicity or media coverage, such as reports of poor service or unfavourable reviews (Seabra, 2023).
· Changes in consumer preferences and trends, such as a shift towards more eco-friendly or sustainable hotels.
· Security risks and concerns, such as the threat of terrorism or other criminal activity.
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Changing Customer Preferences
InterContinental Hotel must frequently adjust its offers to be competitive as customers' tastes change. The key is to cater to the tastes of today's vacationers by creating an environment they will remember fondly and by giving them memorable, customised experiences (Gorica and Kordha, 2023). When the hotel does market research, it can keep up with guests' evolving tastes and tailor its services accordingly.
Intense Competition
It is essential for the InterContinental Hotel to set itself apart from its rivals in order to succeed in today's cutthroat business environment. This can involve drawing clients in by providing one-of-a-kind services or perks, establishing a powerful brand identity, and capitalising on the location and history of the business (Bang Nong and Ha, 2023). The hotel may also choose to make investments in marketing and advertising in order to raise the profile of the brand and bring in new guests.
Economic Uncertainty
Customers may reduce their travel budgets during economic downturns and uncertainties, which can have a negative effect on the hotel's bottom line. InterContinental Hotel can reduce this risk by preparing for and responding to financial difficulties in a variety of ways, including by diversifying its revenue streams, implementing cost-cutting initiatives, and altering its pricing strategy to remain profitable.
Online Reputation
In order to keep the hotel's brand in good standing, it is essential that the hotel's internet reputation be managed. To keep up with what its customers are saying, InterContinental Hotel can keep tabs on review sites and social media (Tran, 2023). An investment in online marketing and reputation management services can help boost the hotel's visibility.
Talent Retention
Retaining top talent is essential to maintaining a high level of service and employee satisfaction. InterContinental Hotel can offer competitive compensation and benefits packages, provide opportunities for professional development and career advancement, and foster a positive work culture to attract and retain talented employees (Lu, 2023).
Sustainability
Customers are becoming more environmentally conscious, and the hotel industry is under increasing pressure to adopt sustainable practices. InterContinental Hotel can implement environmentally friendly initiatives, such as reducing energy and water consumption, recycling, and using eco-friendly products. The hotel can also communicate its sustainability efforts to customers and stakeholders to enhance its brand image and reputation.


Financial performance analysis
Several different financial measures can be used to conduct an analysis of the financial performance of the InterContinental Hotel. The amount of money that can be made from guests staying at the hotel is an essential measurement of its overall financial performance (Halton, 2019). In order to have an understanding of its many income streams, the InterContinental Hotel is able to keep track of the revenue earned from several sources such as room bookings, sales of food and beverages, and other services. Also, occupancy rates provide insights into the hotel's capacity to attract and retain visitors, and average daily rates (ADR) might show the hotel's pricing strategy and the perceived value of its products. Both of these factors are important to consider when evaluating a hotel.
Multiplying the occupancy rate by the average daily rate yields the formula for calculating the revenue per available room (RevPAR) measure. It is useful in determining how much revenue is earned per room that is available over a specific time period. Before taking into account taxes, interest, and any other non-operating expenses, the hotel's profitability can be understood by the calculation of its gross operating profit, also known as the GOP. The ability of the InterContinental Hotel to keep its operational expenses at a low level can lead to an increase in its gross earnings. By deducting the hotel's operational expenses from the hotel's gross operating profit, one arrives at the hotel's net operating income, also known as NOI. After taking into consideration the hotel's operational costs, it gives an idea of how profitable the hotel is.
Last but not least, the return on investment (ROI) can be computed to provide an indication of how likely it is that the hotel will be successful in producing a profit for its owners or shareholders (Hawkins et al., 2023). A higher return on investment (ROI) for the hotel indicates that it is producing a greater quantity of profits in comparison to the amount of capital spent. The InterContinental Hotel's financial performance can be put into context by comparing it to industry benchmarks or to those of its competitors. This can assist discover areas in which the hotel could improve its operations.
The InterContinental Hotel can implement measures to improve its revenue streams, increase its occupancy rates, and control its operational costs if it analyses these financial data, which can help the hotel understand its financial performance and find areas for development (Gotsi and Wilson, 2013). In addition to this, it can investigate potential ways to improve its pricing strategy and assess the value of the return on investment. The analysis of the financial performance of the InterContinental Hotel can, on the whole, provide insights into the hotel's strengths and shortcomings, as well as highlight areas in which the hotel may improve to achieve better financial success (Khuong et al., 2014).
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Market Size and Growth
In the year 2020, the hotel business was estimated to be worth $600 billion globally, with the Asia-Pacific region constituting the most lucrative sector. It is anticipated that the market would expand at a compound annual growth rate of 4.6% between the years 2021 and 2028 (zu Hohenlohe and Papachristidis, 2023). It is anticipated that the hotel business in the United Kingdom will recover from the COVID-19 epidemic within the next several years, with domestic travel being a main driver of growth. The industry is valued at approximately £20 billion.
Market Segmentation
The hotel sector can be broken down into a number of sub-industries based on a variety of criteria, including pricing, location, facilities, and audience. The InterContinental Hotel is a five-star establishment that offers opulent accommodations to wealthy tourists as well as businesspeople (Moshier, 2023). The hotel enjoys a prestigious location in the heart of London, providing guests with convenient access to the city's most popular tourist destinations and commercial districts.
Competitive Landscape
The Ritz-Carlton, Four Seasons, and Mandarin Oriental are some of the other five-star hotels in London that present a formidable challenge to the InterContinental Hotel's market share. Similar hotels provide comparable services and amenities; hence, the InterContinental Hotel needs to distinguish itself by providing superior guest experiences, individualised service, and distinctive offerings such as spa services and exquisite dining experiences.
Marketing and Sales
The hospitality sector places a significant emphasis on marketing and sales as primary drivers of customer acquisition and revenue generation (Legrand et al., 2023). In order to communicate with prospective customers, the InterContinental Hotel can utilise a variety of marketing platforms, including social media, digital advertising, and email marketing campaigns. In addition, the hotel can improve the number of bookings it receives by forming partnerships with travel brokers and corporate customers.
Regulatory and Legal Environment
The hospitality business is subject to a wide range of regulations and legal requirements, including health and safety standards, labour laws, and environmental rules. These measures are intended to protect guests' health and the environment. In order to prevent legal concerns and damaging publicity, the InterContinental Hotel must ensure that it complies with these requirements and continues to uphold high ethical standards.
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The InterContinental Hotel serves a wide variety of clientele, including those travelling for business as well as tourists and guests of various events. The hotel's position in a major city and its proximity to well-known sites make it an appealing option for travellers from both inside the country and from outside the country (Caldwell and Dyer, 2020). The hotel provides a variety of accommodation styles and amenities in order to accommodate guests with varying degrees of financial flexibility and personal tastes.
Clients of the InterContinental Hotel place a high emphasis on both convenience and opulence. They are willing to pay a premium for high-quality services and amenities, such as spa treatments, upmarket cuisine, and individualised attention, and they are willing to pay for these services and amenities (Hawkins et al., 2023). They are also likely to place a high importance on environmental responsibility and sustainability, and they might give preference to hotels that provide environmentally friendly options and procedures.
The majority of customers who stay at the InterContinental Hotel are likely to be repeat guests, particularly business travellers who require rooms on a consistent basis. When making a reservation, it is likely that they will use search engines and online booking platforms to compare pricing and amenities before deciding where to stay (Sadhale, 2023). In addition to this, the reputation of the hotel as well as its ratings on review websites such as TripAdvisor are likely to have an effect on the actions and choices of customers.
InterContinental Hotel should have a primary emphasis on offering clients with high-quality service and amenities, individualised attention, and sustainable business methods in order to meet the demands and motivations of its consumers (Sheresheva et al., 2018). Also, the hotel should collect feedback from guests and adapt its services and business practises accordingly in order to accommodate ever-shifting client tastes and requirements. In a market that is highly competitive, InterContinental Hotel is able to keep a loyal client base while also attracting new consumers if it acts in this manner.
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Brand Positioning
The InterContinental Hotel brand has the potential to establish itself as a premium hotel that provides great service, amenities of world-class calibre, and a stay that is incomparable to any other. The hotel can separate itself from other businesses in the hospitality industry by capitalising on its rich history and well-earned reputation as an industry leader (Jones, 2019).
Target Market
The InterContinental Hotel is able to market itself to wealthy passengers, such as those travelling for business, for pleasure, or for luxury travel. Also, the hotel can target event planners and organisers who are searching for a premium venue for a variety of events, including weddings, conferences, and other gatherings (Legrand et al., 2023).
Promotions and Packages
The hotel may provide promotions and holiday packages that are tailored to different subsets of its target market (Falch, 2014). For example, the hotel may provide special offers and discounts to business travellers, romantic getaways for couples, and holiday packages that are suitable for families to those who are travelling for leisure. The hotel may also provide promotional deals during specific times of the year, such as holiday packages or summertime discounts (Wiig Aslesen and Isaksen, 2017).
Digital Marketing
The InterContinental Hotel is able to utilise digital marketing platforms to both communicate with and engage with the audience it seeks to attract. This can involve paid advertising on social media platforms, search engine optimization (SEO) to boost its online presence, and email marketing campaigns to keep in touch with prior visitors and subscribers (Sturdy et al., 2016). 
Influencer Marketing
The hotel has the ability to work with influencers and travel bloggers to promote its brand and the various services it provides to the followers of these individuals. This might take the form of inviting influencers to stay at the hotel and sharing their experience on social media or their blogs, or it can take the form of working with influencers to generate content that highlights the amenities and services offered by the hotel (Bouwmeester et al., 2021).
Event Sponsorship
In order to raise awareness of its brand and improve its exposure, the InterContinental Hotel might become a sponsor of high-profile events such as charity galas, fashion displays, and cultural festivals (Daymon, 2013). The hotel may organise its own events, such as wine tastings, culinary events, and art exhibitions, in order to entice potential customers and generate talk around the hotel's brand.
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It would be beneficial for the InterContinental Hotel to do a Facilities Study in order to assess its physical assets and locate areas in which there is room for development. The first step that the hotel can take is to evaluate its guest rooms to see whether or not they fulfil the requirements of the guests in terms of size, layout, and facilities (Sturdy et al., 2015). For instance, the hotel can analyse the quality of its mattresses, the features found in its bathrooms, the in-room entertainment selections, and the availability of high-speed internet connection. The hotel will be able to improve the overall guest experience as well as the level of satisfaction felt by its customers if it attends to any faults in these areas.
It is also possible to do an inspection of the hotel's public areas, such as the lobby, the restaurants, and the conference rooms, to check that they are appealing, functional, and in good repair (Close, 2016). The evaluation may take into account a variety of aspects, including the seating arrangements, lighting, and décor, as well as the level of cleanliness and the availability of technological and multimedia equipment. For instance, the hotel may choose to make investments in contemporary and fashionable furnishings, to enhance its lighting system in order to produce a cosy and welcoming ambiance, and to supply high-quality audio visual equipment in order to support corporate gatherings and events (Sadhale, 2023).
In addition, the hotel is able to assess its fitness and recreation facilities, which may include spas, pools, and gyms, to ensure that they cater to the requirements and preferences of the guests. The evaluation may take into account aspects such as the quality and diversity of the available equipment, the state of hygiene, the accessibility of personal trainers and spa services, and the observance of any safety standards (Jones et al., 2014). The hotel has the potential to position itself as a top destination for both leisure and business travellers if it is able to attract guests who are concerned about their health by providing high-quality exercise and wellness facilities.
It is also possible to assess the hotel's restaurants, bars, and room service in order to determine whether or not they provide a diverse selection of high-quality options and whether or not their prices are comparable to those of similar establishments (Jones, 2019). The evaluation may take into account aspects such as the range of items on the menu, the quality of the food, the quality of the service, the ambience, and the degree to which the establishment complies with health and safety standards. The hotel's reputation as a leading dining destination can be enhanced and additional customers can be attracted if it provides guests with a wide variety of culinary experiences that cater to a variety of tastes as well as dietary restrictions (Bharwani and Butt, 2012).
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Reservation and Booking System
The reservation and booking system of the hotel should be user-friendly and simple to navigate, and it should make it possible to book rooms, dining reservations, and other services in a smooth manner. The system should safeguard the confidentiality of guest information and ensure its own security (Gorica and Kordha, 2023).
Guest Room Technology
It is important that guest rooms provide modern technology such as high-speed internet access, flat-screen televisions, and charging connections for personal gadgets (Bader, 2015). To further improve the stay for its customers, the hotel can think about installing voice-activated assistants or iPads in each of its guest rooms.
Mobile Applications
The hotel may choose to develop mobile applications that give guests access to information about the establishment, allow them to book services and make payments, and provide them with personalised recommendations and notifications (D'Souza, 2018).
Digital Signage
In the public areas of the hotel, digital signage can be used to show information about the hotel's services, as well as events and attractions in the surrounding region. Digital signage can also be utilised to present guests with personalised recommendations based on their tastes, which is another use for the technology (Sheresheva et al., 2018).
Property Management System
The property management system of the hotel needs to be effective and simple to use in order to make it possible to efficiently handle inventory, room assignments, and guest information. In order to give guests and employees an experience that is consistent and without interruptions, the system should also integrate with the reservation and booking system (Jones et al., 2014).
Security Systems
It is important for the hotel to have comprehensive security systems, which should include video surveillance, access control, and emergency response systems (Mejia, 2019). Additionally, the systems should be kept up to date and put through frequent testing to verify that they are effective.
Data Analytics
Data analytics provides the hotel with the opportunity to obtain insights into the preferences and behaviours of guests, increase operational efficiency, and optimise pricing tactics. The hotel may also make use of data analytics to determine which aspects of its operations could be improved and gauge the success of various technological efforts (Lawlor and Jayawardena, 2013).
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Enhance Staff Training
There are a number of different approaches that may be taken in order to enhance the staff training, including the implementation of e-learning platforms, the provision of on-the-job training, and the provision of specialised training programmes (Moshier, 2023). The hotel may also think about instituting mystery shopper programmes or guest feedback surveys in order to assess the efficiency of the training and locate areas in which it may be improved.
Improve Environmental Sustainability
The hotel's impact on the environment can be mitigated through the implementation of sustainable practises, such as the use of energy-efficient lighting and appliances, the reduction of water consumption through the installation of low-flow fixtures and irrigation systems, and the implementation of waste reduction and recycling programmes (Sadhale, 2023). These practices can all be found in the hotel. To further demonstrate its dedication to protecting the natural world, the hotel might also look into forming partnerships with other environmentally conscious businesses in the area or pursuing green certifications.
Refurbish Guest Rooms and Public Areas
It is possible to update the guest rooms and public areas of a hotel by changing the furniture, the decor, and the lighting in order to produce an atmosphere that is more contemporary and comfortable (Jayawardena et al., 2013). The hotel might also consider offering additional amenities in order to differentiate itself from other hotels in the area, such as premium bedding or high-end toiletries. To further improve the whole experience that guests have at the hotel, management should consider integrating cutting-edge technology, such as tablets in the guest rooms or voice-activated assistants.
Expand Food and Beverage Offerings
The hotel's food and beverage offerings can be expanded through the addition of new menu items or cuisines, the provision of a broader number of options that are healthy and sustainable, and the production of one-of-a-kind dining experiences, such as chef's tables or pop-up restaurants (Hawkins, Chawla, and Lugosi, 2023). The hotel may also consider forming partnerships with regional suppliers and merchants in order to highlight the cuisine of the area and contribute to the growth of the local economy.
Implement Technology Upgrades
The hotel can improve its technological offerings by introducing mobile check-in and keyless room entry to simplify the experience for guests, providing digital concierge services to offer personalised recommendations and assistance, and offering high-speed internet access and entertainment options, such as streaming services or virtual reality experiences (Banyeva et al., 2023). These additions will help the hotel provide a more enjoyable stay for guests.
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The operations of the InterContinental Hotel play an essential part in ensuring that the hotel satisfies the requirements of its customers and realises its strategic goals for the business. The accommodation is one of the primary areas of concentration, as visitors anticipate having rooms that are spotless, comfortable, and well-equipped (Mejia, 2019). The hotel has a variety of guest rooms and suites to cater to the requirements of a wide variety of guests, including couples, families, and business travellers, among others. To further improve the overall quality of the stay for hotel guests, the hotel provides a variety of amenities and services, including daily housekeeping, laundry, and room service (Hayes, 2016).
Because customers anticipate having access to a variety of dining alternatives of a good standard while they are staying at the hotel, food and beverage operations are another essential component of the hotel's business. The hotel features a number of restaurants and bars serving a variety of cuisines and providing guests with a variety of eating experiences. Moreover, the hotel offers catering services for parties and conferences (Baum, 2019). It is possible that the hotel will need to do an analysis of the menu items, prices, and quality in order to guarantee that they meet the requirements and preferences of the guests.
The development of the hotel's revenue may be directly attributed to its sales and marketing efforts, which also contribute to the hotel's increased visibility and improved reputation (Ricaurte, 2013). The hotel engages in a variety of sales and marketing methods, including advertising, social media campaigns, and collaborations with travel agents and other businesses, in order to both bring in new customers and keep the guests it already has. It is possible that the hotel will need to conduct a review of its sales and marketing efforts in order to locate areas in which they could be improved and to verify that they are in line with the overall business strategy (Hayes, 2016).
The hotel is dependent on a varied personnel to maintain its operations, thus human resources are another issue that needs careful attention (King, 2018). It is possible that the hotel will need to conduct a review of its policies and procedures pertaining to human resources in order to determine whether or not they are just and equitable and whether or not they conform with applicable employment laws and regulations. This might involve looking into things like employee perks and salary, as well as development and training programmes.
Maintenance and facilities play an essential role in ensuring that the hotel's physical assets are in a sanitary condition and can fulfil their intended purposes (Legrand, Kuokkanen, and Day, 2023). It's possible that the hotel needs to conduct an audit of its maintenance and facilities management processes in order to locate places where they could be improved and maximise the use of their resources. Maintenance could involve performing routine maintenance, making repairs, or upgrading the building, the grounds, or the equipment.
In conclusion, technology is an essential factor in the hotel's operations, both in terms of its efficiency and its efficacy (Yogoh, 2013). As a means of providing operational support, the hotel makes use of a number of different technologies, including customer relationship management systems, reservation systems, and property management systems (Gatsinzi and Donaldson, 2013). The hotel might need to conduct an assessment of its technology infrastructure and look for chances to make use of new technologies in order to increase the efficiency of its operations and provide a better experience for its guests.
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The housing and food and beverage departments at the InterContinental Hotel in the UK are the hotel's strongest sections. Nevertheless, the hotel struggles in other areas, such as room maintenance, the quality of the cuisine served, and the minimal employee benefits and pay offered (Davenport, 2013). The hotel has the potential to enhance its operations by expanding its web presence, modernising and remodelling its facilities, and making use of emerging technologies. In spite of this, the hotel faces challenges in the form of competitiveness, unanticipated costs associated with upkeep, and cybersecurity challenges. In general, significant attention and supervision are required to make certain that the hotel satisfies the requirements of its customers and accomplishes its operational goals.
	Departments
	Strengths
	Weaknesses
	Opportunities 
	Threats 

	Accommodation
	Clean, well-equipped rooms
	Issues with room maintenance
	Increase in demand for luxury rooms and suites
	Competition from other hotels

	Food & Beverage	
	Variety of dining options
	Quality of food could be improved
	Catering services for events and conferences
	Negative reviews on review sites

	Sales & Marketing
	Effective partnerships with travel agencies and businesses
	Limited online presence and social media engagement
	Increase in tourism and business travel
	Competition from other hotels

	Human Resources	
	Diverse workforce
	Limited employee benefits and compensation
	Training and development programs
	High employee turnover

	Maintenance & Facilities
	Functional physical assets
	Issues with facilities maintenance
	Opportunities for upgrades and renovations
	Unexpected repairs and maintenance costs

	Technology
	Use of various technologies to support operations
	Limited integration between different systems
	Opportunities for new technologies to enhance guest experience
	Cybersecurity threats and data breaches
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	Number
	Problem 
	Solution 
	Desired Outcome 
	Time scale 
	Completion date 
	Budget

	1
	Inefficient Staff Training Program
	Enhance Staff Training Program
	More efficient and effective staff leading to improved customer satisfaction and higher profits
	6 months
	September 2023
	£5,000 for additional training materials and workshops

	2
	Outdated Room Decor
	Refurbish Room Decor
	More modern and appealing rooms leading to increased customer satisfaction and higher profits
	12 months
	March 2024
	£100,000 for materials and labor costs

	3
	Inadequate Environmental Sustainability Practices
	Implement Green Initiatives such as reducing plastic usage and energy-efficient practices
	Reduced environmental impact and increased positive publicity
	Ongoing
	Within 2024
	£10,000 for initial implementation and ongoing maintenance costs

	4
	Inconsistent Food Quality
	Improve Kitchen Management and Quality Control Processes
	More consistent and higher quality food leading to improved customer satisfaction and higher profits
	6 months
	October  2023
	£20,000 for additional staff training, equipment upgrades, and quality control measures

	5
	Inadequate Online Presence and Marketing Strategy
	Develop and Implement a Comprehensive Digital Marketing Strategy
	Increased online visibility, customer engagement, and higher profits
	12 months
	December 2023
	£30,000 for website redesign, search engine optimization, social media management, and other digital marketing efforts.
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Enhance Staff Training and Development
It is strongly suggested that the hotel make financial investments in staff training and development programmes in order to raise the overall level of service that is delivered to visitors. Training in areas like customer service, communication skills, and conflict resolution may be included in this category (Baum, 2019).
Improve Environmental Sustainability
The hotel should prioritise on the environmental sustainability of its operations by cutting waste and lowering its carbon impact. These may include programmes that conserve water and energy, lessen the amount of garbage produced, and reduce the amount of lighting used.
Enhance Digital Presence
The hotel's website, social media pages, and online booking system all need to be brought up to date in order to increase the property's digital presence. Because of this, the process of reserving rooms and services will be streamlined for the convenience of the clients.
Refurbishment
The hotel might think about renovating the facility in order to bring it up to date, which would result in an enhanced experience for the guests overall. Updating may include bringing the interior design, furnishings, and facilities up to date so that they are in line with current industry standards.
Menu Development
The hotel is able to direct its attention towards the creation of menus that meet the varied requirements of its guests (Jayawardena et al., 2013). This can involve providing a variety of cuisines, catering to specific dietary requirements, and presenting a selection of healthy food options to choose from.
Event Planning
The hotel has the potential to expand and improve its event planning capabilities in order to attract a greater number of business and social gatherings (D'Souza, 2018). These may involve providing event rooms with a degree of flexibility, food services, and support with event planning.
Enhance Security
The hotel should prioritise strengthening its existing safety protocols in order to guarantee the well-being of both its employees and its patrons. This can include making investments in security cameras, educating staff who are responsible for security, and developing systems for responding to emergencies.
Focus on Guest Feedback
In order to continually improve its services and amenities, the hotel can direct its attention towards actively seeking out feedback from guests and putting that feedback into action. This can include doing frequent customer satisfaction surveys, responding to internet reviews, and handling customer concerns in a prompt and effective manner (Lawlor and Jayawardena, 2013).


[bookmark: _Toc128766815]Conclusion 
With the implementation of a number of suggestions, the InterContinental Hotel in the UK has the ability to enhance the quality of its business operations and the level of satisfaction it provides to its customers. It is important to make the most of the hotel's assets, such as its location, brand awareness, and skilled personnel, while also addressing the hotel's deficiencies, such as its antiquated decor and restricted food options. The results of the TOWS research indicate how important it is for the hotel to make investments in programmes that train its personnel, to keep its decor up to date, and to improve its environmental sustainability procedures. The Operations Study uncovered a number of opportunities for the hotel to enhance its food and beverage selections, venue design and environment, and staff roles and duties, among other things. The implementation of these recommendations will likely result in a positive return on investment in terms of increased customer satisfaction, repeat business, and overall profitability; however, there will be some financial implications associated with implementing these recommendations, such as the cost of training staff and refurbishing. The action plan lays out a detailed strategy for putting these recommendations into action, along with a schedule and an estimate of the necessary funding.
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