

Student name: Mihai Pavelescu
Student number: 2020583
Lecturer Name: Laurence Blake  
Module Name: Organisational Consultancy



TABLE OF CONTENTS
TABLE OF FIGURES	3
EXECUTIVE SUMMARY	4
INTRODUCTION	6
SCOPE AND ANALYSIS	7
MAIN BODY	11
FINDINGS AND RESULTS	19
ACTION PLAN	20
RECOMMENDATIONS	23
CONCLUSION	24
REFERENCES	25



[bookmark: _Toc126764394]TABLE OF FIGURES
Figure 1: Talent management strategies	11
Figure 2: Causes of lack of employee motivation at IHG	12
Figure 3: Number of employees of the IHG from 2007 to 2021	13
Figure 4: Employee motivation strategies	14
Figure 5: Impact of service quality on customer satisfaction	16
Figure 6: Managing Internal Service Quality (ISQ)	17


[bookmark: _Toc126764395]EXECUTIVE SUMMARY
The hospitality sector is viewed as a larger segment of the service sector because it places a greater emphasis on leisure than on meeting basic requirements. The hospitality industry can be characterised as a collection of various businesses and services that are related to leisure and put a strong emphasis on client happiness. The notions of luxury, delight, pleasure, etc. are the key points of emphasis. The portfolio of the InterContinental London Park Lane, an IHG hotel situated in London which includes several well-known brands, is made up of unique services that vary by region and category. The company serves millions of customers and has operations all over the world. Enhancing service quality is prioritised because it helps organisation build brand value and market recognition.
The consultancy report highlights the present business practices of the chosen organisation and analysis was performed to identify the key issues and findings and recommend effective solutions to the organisation. The importance of monitoring and measuring service quality in InterContinental London Park Lane is emphasised in the report. The need of using the right service quality management techniques to improve organisational performance is highlighted. In the report, it is established how service delivery methods affect front-line staff, employee engagement, and managerial applications. Globalisation has a significant impact on the hotel sector. The sector is heavily dependent on the employees' ability to satisfy customers. The most recent event to affect patrons' attitudes and behaviours is the COVID-19 epidemic. Infectious disease has an impact on how hotels operate. At the moment, it's essential to offer secure services and build ethical, long-lasting businesses. The development of a good marketing strategy must focus on the customer experience above everything else. A business may outperform rivals in new ways by seeking to foresee patterns in customer behaviour. Managing employees at global level firms is also a tedious task as it requires efficient HRM strategies to cope with external changes and meet changing expectations of employees.
The challenges are discussed in the report and an audit is performed to suggest relevant frameworks and approaches overcome those issues. Enhancing the customer experience is the foundation of service delivery in the hotel sector. InterContinental London Park Lane is capable of monitoring and analysing consumer demands and wants, which will guarantee the further quality of service improvement. Based on anticipated and set criteria learned through customer input, management in the organisation will work to improve service quality. The difficulties will be investigated, and consumer involvement will be ensured in accordance, which will simplify automatic feedback processing. The study of feedback is used to identify the need for revisions and the further creation of new policies. The importance of service quality in the hospitality sector is emphasised in the report. The hospitality business, which plays a crucial role in the development of the nation's economy and infrastructure, emphasises providing the highest calibre services to its clients. Customer perspectives, needs, and desires are constantly shifting, which has an impact on how well an organisation provides services. 
The report stated quality of service measures at InterContinental London Park Lane, an IHG group hotel and also determines the significance of quality of service at the organisation. The importance of managing and measuring service quality management at InterContinental London Park Lane is determined. The methods used to deliver services are looked at, and how they affect front-line workers and employee engagement is determined. The CFS framework is intended to assist organisations with monitoring and ongoing service quality improvement. In the hospitality business, the standard of service management is extremely important in providing clients with services and goods that meet their expectations. The organisation will be profitable and productive as a result. InterContinental London Park Lane will gather client input through the implementation of CFS and create plans in response. The improved customer experience and consumer confidence will ultimately increase InterContinental London Park Lane’s market share and brand value. To carry out its organisational duties, InterContinental London Park Lane makes an effort to plan, recruit, select, foster growth in, keep, and transition workers for the benefit of an organisation while taking the talent management process model into account. A value chain and organisational objectives are achieved via various communication, coordination, and monitoring strategies for the HR department. To address the current problems, recommendations are provided.
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INTRODUCTION
The hospitality sector includes a wide range of areas including hotel management, event management, theme parks, housing, food and beverage, Travel companies, restaurant business, and bars. The pace of globalisation has accelerated the tourism sector, which eventually has a profound impact on the thriving hospitality sector. As the hospitality sector's role changes and consumer satisfaction levels grow, it also places more of an emphasis on providing enjoyment and experiences, luxury, and catering for basic needs (Bastias, 2022). The hospitality industry is a broad business concept that includes commercial activities combined with leisure, food and drink, lodging, and other leisure-related activities. The ultimate goal of the hospitality sector is to improve customer experience based on hotel services and to guarantee client pleasure. In venues like hotels, resorts, theme or amusement parks, conference centres, etc., it is accountable for providing primarily food services along with lodging (Intercontinental Hotel Group, 2023). Food and beverage services to consumers are associated with catering services ingrained in the hotel sector (Dwesini, 2019).
The chosen organisation for this consultancy report is InterContinental London Park Lane, an IHG hotel situated in London. The effects of the internal and external environment on InterContinental London Park Lane are explored with the aid of the PESTLE and SWOT analysis frameworks (Dumoulin and Giacomel, 2020). In consideration of changes in the external business environment, major changes are experienced in the internal functioning of the firm. Hereby it becomes essential that InterContinental London Park Lane looks after the changes and focuses on implementing relevant strategies. Working at a global level InterContinental London Park Lane has to deal with various uncertainties and complexities which impact productivity. The report analyses the future scope and makes several suggestions for it (Fuchs, 2022). The report has emphasized several management-related issues, including financial performance, HR initiatives, relationship with law and ethics, and determination of interrelationships across all organisational functions (Faulkner et al., 2021). The report was based on performing a critical analysis of the performance of InterContinental London Park Lane and examining the key issues and challenges faced by the firm. The efficiency and profitability of the hotel sector can either make or break the industry. To maintain a competitive edge and increase profitability, a company needs a solid customer base. The quality of service plan should support providing the highest level of customer quality service and ensuring customer happiness. In recent times InterContinental London Park Lane is experiencing poor service quality. The report will highlight the major causes of poor service quality by the respective hotel and suggest measures to improve service quality (InterContinental Hotels Group PLC, 2023).


[bookmark: _Toc126764397]SCOPE AND ANALYSIS
The InterContinental London Park Lane, which is situated in one of the most well-known locations in the city, offers modern elegance in the heart of Mayfair. The hotel's position facing the Royal Parks served as inspiration for its magnificent natural interiors and celebrated fresh food. The property of 145 Piccadilly, the house wherein Queen Elizabeth II lived her formative years, is now proudly occupied by InterContinental London Park Lane. The building was white and similar to the structures on either side of it, according to historical accounts (InterContinental London Park Lane, 2023). A semi-basement kitchen existed, which Lisa Sheridan compared to "the giant's kitchen in a pantomime" because of its gigantic shiny copper pots and large fire-range. The company is InterContinental Hotels & Resorts.  With nearly 350,000 employees operating in more than 100 countries, IHG (Intercontinental Hotel Group) is the top hotel and resort brand in the world. With 6,031 hotels across the globe, it is renowned for its opulent services. The InterContinental London Park Lane was built between 1968 and 1975 by Sir Frederick Gibberd, whose other well-known works included Liverpool Metropolitan Cathedral and London Central Mosques in Regent's Park (InterContinental London Park Lane, 2023). On September 23, 1975, His Grace Arthur Wellesley, the 8th Duke of Wellington, opened the hotel.  IHG is regarded as the world's largest hotel chain because it is connected to 16 different hotel brands. It has around 350,000 coworkers who operate in more than 100 nations and are dedicated to providing genuine hospitality for good. The goal is to guarantee the provision of luxury in different parts of the world.. IHG was founded by Juan Trippe and its main office is in Denham, Buckinghamshire, England. The IHG is made up of several well-known brands, each with a unique portfolio that provides a variety of facilities in several different countries and regions (Gong, 2020).
The InterContinental London Park Lane group operates with the understanding of doing so responsibly and sustainably. The target has recently been operational, human-centred, and has diverse environmental challenges. From the perspective of making a difference for the people, community, and world, the InterContinental London Park Lane’s path is exceptional. Each brand affiliated with organisation ensures a culture of ethical business and staff integrity (Banyeva et al., 2023).  The Code of Conduct is ingrained to ensure the commitment to acting honestly and by the highest ethical standards (InterContinental London Park Lane, 2023). The code enables businesses to behave ethically and helps to establish standards that guarantee the happiness of both customers and employees. As a leading company, the InterContinental London Park Lane group takes into account how society is developing and incorporates those changes into how it conducts business. A thorough grasp of the market environment is obtained, and strategies are put in place to maximise opportunities in the new areas (Fuchs, 2022).
Apart from the positive impact of InterContinental London Park Lane on different business dimensions and creating a valuable brand image, it also faces several strategic issues (Deng, 2022). These issues are associated with hiring and retaining staff, changes in marketing trends and dynamics, the rising cost of daily consumables, operational issues, lack of employee motivation, changes in employee expectations, poor performance management, service quality issues and lack of career development opportunities for employees (Immaneni, Sailajaand Naga, 2021). With the rise in competition, InterContinental London Park Lane has to face several challenges in the context of performance management of employees and retaining potential employees (InterContinental London Park Lane, 2023). InterContinental London Park Lane faces several challenges while managing the risk and uncertainty that impact business operations. A firm must look after framing effective risk management strategies (Kwan and Tong, 2022).


SWOT ANALYSIS 
To comprehend the introduction into a new market and by implementing numerous strategies and frameworks with practical application in the upcoming years, the SWOT analysis of InterContinental London Park Lane can be analysed.
	Strengths 
	Weaknesses 

	· Experienced management team
· Extensive geographic reach worldwide
· Brand portfolio occasion for effective employee engagement
· More financial stability
· Strong clientele
· Strong relationships with key partners
	· Inadequate IT security
· Weaker system of information security
· High leverage
· Lack of Investment in new, emerging technologies 
· Employee turnover 
· Inadequate employee retention policies 
· Limited presence in the luxury segment
· Poor risk management strategies 
· Lack of employee engagement and satisfaction 
· Poor performance management 

	Opportunities 
	Threats 

	· Launching a new geographic market
· Increase in tourism
· New offerings in goods and services
· Newly developing technology 
· New channel of customer acquisitions  
· Changes in consumer behaviour 
· Innovation and advancement in technology  
	· Worldwide crises
· Greater competition
· Unpredictable trends 
· Pandemic 
· Growth in dependency
· Changes in  consumer behaviour trends
· A lack of skilled workers



Strengths- Successful staff engagement in tasks that are in line with customer demands and wants improves the customer experience (Mucharreira et al., 2019). With a solid financial foundation, InterContinental London Park Lane can take on potential problems and deal with the changes in current circumstances. The broad geographical foundation helps in growth by incorporating various social and cultural views in an examination of the current trends in many nations and regions (Voegeli, 2021).
Weaknesses-InterContinental London Park Lane encounters a variety of controversies as a result of its global operations and affiliations with different hotel brands (Al Aina and Atan, 2020). The brand's reputation is damaged by this debate. The organisation has to improve the implementation of the information security system due to weaker IT security. To keep up with new and emerging technology, organisations must make significant investments, which could lead to costly decisions by InterContinental London Park Lane (Köseoglu et al., 2020).
Opportunities- To assure sustainability and profitability, InterContinental London Park Lane might enter a new market as part of its expansion. When used in conjunction with fresh and inventive ideas, the brand can employ cutting-edge methods (Gong, 2020). It is possible to use the new customer channels to better understand how customer behaviour is changing. The organisation can implement new and innovative policies in the operation of the business with the aid of the latest trends in consumer behaviour (Jhaiyanuntana and Nomnian, 2020).
Threats- The current worldwide issues pose a greater threat to the hotel since they could have a significant negative influence on how the organisation operates. The organisation now faces more competition as a result of globalisation, thus it must take the necessary steps to achieve a competitive edge (Santos, Gomes and Malheiros, 2020). The organization's operations could be hampered by the new consumer behaviour trends, which could result in significant changes to how organisations operate. The new danger to InterContinental London Park Lane is the rise in raw material costs brought on by increased competition (Dwesini, 2019). Unpredictable circumstances may make an organisation dependent on other financial sources (Blengini and Heo, 2020). 
PESTLE ANALYSIS 
International Hotel Group PLC PESTEL analysis is a strategic method for evaluating the macro-environment of the organisation. Political, Economic, Social, Technological, Environmental, and Legal (PESTEL) issues refer to those that have an impact on the whole environment in which the hotel operates (Köseoglu et al., 2020).In addition to the InterContinental London Park Lane, other businesses in the Travel & Leisure sector could also experience direct effects from changes in macro-environmental factors. PESTLE analysis helps to analyse detailed operating challenges faced by InterContinental London Park Lane as the impact of macro-environmental factors (Gong, 2020).
	Political factors 
	Economic factors 
	Social factors 

	Political stability
Legal framework 
Pricing regulations
Intellectual property protection 
Anti-trust law related to travel and leisure   
Wage legislation 
Industrial safety regulations
	Type of economic system within the country 
Skill level of the workforce 
Education level in the economy
Consumer spending
Exchange rate and stability 
Discretionary income
Interest rate 
Inflation rate 
Economic growth rate 
Business cycle stages 

	Demographic and skill level of the population 
Education level 
Cultural background 
Leisure interest 
Attitude of consumers 
Class structure, power structure and hierarchy within society 


	Technological factors 
	Legal factors 
	Environmental factors 

	Technological diffusion rate 
Recent technological development 
Impact of technology and innovations on product offerings 
	Employment law 
Health and safety regulations 
Data protection 
Consumer protection and e-commerce 
Intellectual property law
Patent and copyright law 
	Climate change 
Weather 
The attitude of customers towards renewable energy
Waste management techniques 
Recycling policies 
Endangered species



Political factors- Political factors play a crucial role in determining the components that may have a long-term impact on the profitability of InterContinental London Park Lane (Gong, 2020). Different political factors that impact the functioning of the hotel are the level of corruption, intellectual property protection rights, pricing regulations, favoured trading partners, risk of military invasion, political stability and taxation, wages legislations, etc. These factors differ from one country to another therefore hotels must cope with these changes and accordingly align their policies (Coelho and Bartolomeu, 2019).
Economic factors- The aggregate demand and aggregate investment in an economy are impacted by macroeconomic factors such as the saving rate, inflation, foreign exchange rate, inflation rate, tax rate, economic cycle, etc (Kuo et al., 2020). As a result, this factor affects consumer spending rates, which has a significant impact on the demand for the goods and services provided by InterContinental London Park Lane. Therefore, when working at the national and international levels, these economic considerations should be taken into account, and decisions should be made appropriately (Köseoglu et al., 2020).
Social factors- The way that individuals do things and the culture they live in greatly affect how an organisation operates in a given setting. InterContinental London Park Lamust, therefore, emphasises common values, attitudes, and beliefs with its stakeholders, including its clients (Dimitrios et al., 2020). Demographics, customer attitudes, culture, leisure interests, educational attainment, population skill levels, entrepreneurial spirit, etc. are social elements that affect how InterContinental London Park Lane operates (Meskhi et al., 2020).
Technological factors- InterContinental London Park Lane must adapt to the technological advances because they are rapidly disrupting several businesses (Köseoglu et al., 2020). In addition to implementing periodic structural adjustments in accordance with technology improvements, InterContinental London Park Lane should concentrate on offering employees timely training and growth (Aguiar-Quintana et al., 2021).
Legal factors- Legal systems and institutions are insufficient in many nations to safeguard intellectual property rights. So, before entering a new market or expanding its business, InterContinental London Park Lane should carefully consider any legal aspects that could have an impact on the company's profitability and expansion. Different legalities, laws, data protection rights, employment laws, discrimination laws, etc. should be adhering while implementing policies (Coelho and Bartolomeu, 2019).
Environmental factors- InterContinental London Park Lane must abide by international environmental rules and regulations in order to conduct business. Environmental regulations change how InterContinental London Park Lane conducts its operations, which has a significant impact on the company's profits. Therefore, various environmental variables should be taken into account, including consumer attitudes towards sustainability, legislation and regulations regarding pollution and waste management, etc (Datta, 2022).
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Management of human resources is regarded as an essential organisational function in managing all activities in the hospitality sector (Gong, 2020). The right person at right time is guaranteed by the human resource cycle, commonly known as the employee life cycle. It includes all of the actions required to improve organisational effectiveness and boost worker output. InterContinental London Park Lane should focus on improving internal business operations and retaining skilled and potential employees.
To retain potential employees and lower employee turnover, InterContinental London Park Lane must improve its employee experience lifecycle. InterContinental London Park Lane may increase employee motivation and eventually productivity by implementing practical measures to improve the employee lifecycle (Thesaurus et al., 2022). Many companies are currently making great efforts to find workers. Organizations require their personnel in order to achieve their objectives. Businesses cannot function without enough human resources, not even with the most advanced machinery, software, or other advancements. People are more valuable than other resources in the organisation because they each have a unique set of values, beliefs, goals, and aspirations (Ali Ababneh, Awwad and Abu-Haija, 2021).
Attract, recruit, select- Attraction begins before a company begins looking for potential personnel. This impacts how a corporation views a certain employee. In addition, candidates should be chosen from among the recruited employees for the respective position based on the InterContinental London Park Lane requirements and their suitability for the position (Marinakou and Giousmpasoglou, 2019).
Induction, orientation and onboarding- The chosen employee should be informed of the work environment and culture at this point. InterContinental London Park Lane should hold an orientation and induction to help the employee feel at home and to familiarise him with his responsibilities (Hassanein and Özgit, 2022). Additionally, the person chosen should be welcomed and described the tasks and responsibilities to be performed (Ababneh, 2021).
Career planning and development- After the induction is complete, hotel should concentrate on attaining its organisational goal as well as the development of each employee's personal and professional life. All important elements influencing employee development are thought to be under consideration. Through this employee gains trust as a result, which motivates him to perform at his highest level (Köseoglu et al., 2020).
Employee Retention- If the organisation does not keep the good and potential personnel, the money and time invested in the first three processes would be wasted. InterContinental London Park Lane should consider this and create a follow-up programme to develop a comfortable workplace for employees (Tan and Despotis, 2021).
Separation and termination phase- Many problems faced by employees can be solved with the help of early communication with the chosen employee (Nikolskayaet al., 2020). Employee separation and termination decisions ought to be reached amicably. This will help in talent management and resolving the issues faced by potential employees (Kravariti et al., 2022).
Retaining and developing talent 
Managers and higher authorities should take the necessary steps in order to retain skilled and carefully chosen employees in an organisation. This promotes the building of a strong foundation for the company and the retention of skilled workers. Talent management and retention strategies enable employees to be appreciated for their work. Employees will be more driven as a result and work as hard as they can (Rafahat, 2022). Employee motivation increases commitment to the job and increases organisational effectiveness. A job can be created for a worker at InterContinental London Park Lane depending on his or her skills and talents (Beliaset al., 2022). Responsibilities and authority should be distributed in order to ensure a better result. This will increase employee morale and enable more effective use of the organization's resources.
By giving workers options for growth and compensation, employers may retain workers and avoid incurring the additional costs associated with finding, vetting, and hiring new staff (Gong, 2020).
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[bookmark: _Toc126764382]Figure 1: Talent management strategies
(Source:Voegeli, 2021)
Since employee efforts result in revenue for the company, InterContinental London Park Lane must offer employees chances for advancement and training. These programmes not only benefit individuals but also assist in the expansion of enterprises. Therefore, organisations must provide opportunities for the growth of employees. Several internal and external elements affect employee performance (Lakhani, 2021). Therefore, it's crucial to regularly monitor employees' needs and requirements to help them perform better and improve business operations (Rafahat, 2022). Employee performance must be ensured by InterContinental London Park Lane since changes in the external business environment may have an impact on workers' productivity. This will assist workers to adapt to the new conditions (Ziyadinet al., 2019). InterContinental London Park Lane should employ the following talent management techniques to improve employee performance:
· Giving reviews and feedback promptly
· Establishing organisational aims and goals
· Employing tools for employee training (Gong, 2020)
· Recognizing and honouring excellence in performance
· Making career development plans available (Pham, Tučková and Jabbour, 2019).
· Tracking and measuring performance (Olimovich and Khudoynazarovich, 2020)
· Standardizing the onboarding process and talent review process
· Improving employee motivation (Rafahat, 2022)
· Providing mentoring and the right guidance
· Developing culture compatibility (Úbeda-García et al., 2021).
Critical reasons for declining employee motivation at InterContinental London Park Lane
It is the duty of managers to look out for the motivation and morale of their employees. Each team member must offer their full attention and participation to the project in order for it to succeed. To appreciate that meaningful involvement will mean different things to different people, it is crucial to grasp what actually inspires each individual. If InterContinental London Park Lane wants to maintain high levels of engagement throughout the company, it must pay close attention to what the employees need and fulfil those needs (Otoo, 2019). Demotivating factors can be rapidly recognised and handled in order to promote employee happiness and talent retention. According to research, there are a number of factors that affect employee motivation at the InterContinental London Park Lane, including a lack of flexibility, short-term goals or no career vision, a sense of undervaluation and not being taken into account during decision-making, poor performance management, a lack of development opportunities, poor leadership, conflicts, and an excessive workload.
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[bookmark: _Toc126764383]Figure 2: Causes of lack of employee motivation at IHG
(Source: Li et al., 2020)
From the following diagram, it can be observed that in comparison to previous years, the number of employees has decreased in recent times (Rafahat, 2022). A high employee turnover rate largely impacts the profitability of the organisation. It can be analysed that in the year 2021 compared to previous years (2017, 2018, 2019, and 2020), less number of employees were working with InterContinental London Park Lane. This is the major strategic issue that hotels must focus on (Pham, Tučková and Jabbour, 2019).
[image: ]
[bookmark: _Toc126764384]Figure 3: Number of employees of the IHG from 2007 to 2021
(Source: Statista, 2022)
Employee motivation strategies
Set attainable goals- To motivate employees InterContinental London Park Lane must create SMART objectives along with outlining the attainable goals for success. Employees should be given the motive to strive for and identify their roles of employees so that they can know exactly what they have to contribute (Ali et al., 2021).
Creating an employee incentive program- Other than pay benefits, employees should be given monetary benefits such as bonuses, incentives, pay leaves, etc. for their outstanding contributions. This will motivate employees as their extra efforts will be recognized by the firm.
Work-life balance- Work-life balance is an essential factor that aids value to employee motivation. InterContinental London Park Lane should provide flexible working schedules and work-from-home options to employees. Employees should not feel mental or physical fatigue due to the work else it will demotivate them resulting in poor performance (Kim and Kim, 2022).
Positive work environment- To develop positive work environment autonomy should be encouraged, creativity and innovation should be inspired and personal and professional milestones of employees should be celebrated. A positive work environment supports collaboration, motivation and enthusiasm essential for the success of the hotel (Oh et al., 2022). 
Encouraging open-door policies- Encouraging open-door policy implies that top-level management should be open to receiving feedback and suggestions from employees. Employers should interact on daily basis with employees (Lee et al., 2021). An open line of communication should be promoted whereby employees feel free to share their concerns, opinions and suggestions which enable them to feel comfortable and secure in their role (Kravariti et al., 2022).
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[bookmark: _Toc126764385]Figure 4: Employee motivation strategies
(Source: Albert, 2019)


Performance management plan 
Another issue identified that impacts the growth and success of the InterContinental London Park Lane is poor performance management. In modern business organisations managing employee performance is essential as it helps in identifying skill gaps and in framing career development plans. Poor performance management is the major cause of poor employee performance because employees lack clear direction and skills requiredto achieves a specific objective (Lievens and Chapman, 2019). Lack of knowledge and awareness impact the work efficiency of employees as they are unable to cope with recent market trends. The impact of poor performance management impact works culture and productivity(Ali et al., 2021).
Therefore hotel must focus on developing an effective performance management plan which will help in evaluating employee performance and providing timely feedback (Pham, Tučková and Jabbour, 2019). Performance management refers to the assessment of whether or not employee productivity and organisational goals are being met. Hotel considers the performance management strategy when drafting policies to close the skills gap between organisational goals and personnel skill sets. Hotel should adhere to the three primary phases to analyse accurate performance management effectively and efficiently (D'Silva, 2020).
Plan- Planning entails explaining each employees expected function and responsibility and giving them the appropriate direction. To prevent any misunderstandings, management should precisely discuss tasks and planning (Schuckert et al., 2019).
Monitor- To have effective and clear communication regarding the task assigned, follow-up is required in this step. Monitoring is a vital phase because it determines how things will turn out (Pham et al., 2020). The InterContinental London Park Lane can uncover the benefits and drawbacks of a task's performance by critically assessing how it is going through monitoring (AbdallaHamza et al., 2021).
Review- Based on the performance, the review decides to state the observed outcome (Ali et al., 2021).The chosen manager's performance is scrutinised based on the strategy created and overseen by high-level management in this scenario. Employers can create an effective outcome and the foundation for future decisions by reviewing (Marinakou and Giousmpasoglou, 2019).


Service quality improvement 
A key factor in an organisation's ability to create a better environment where customers can benefit is the way services are delivered (Ali et al., 2021).Customers' expectations and organisational goals should be in line, and employees should receive the appropriate training. InterContinental London Park Lane is well-known in the international hospitality and service sectors. When operating internationally, InterContinental London Park Lane must take into account shifting client demands, needs, and wants (Almaaitah et al., 2020).Hotel’s services should therefore be up to par with what clients would anticipate. The impact on the staff, employees, and front-line personnel are significant when they interact with customers. InterContinental London Park Lane’s services service delivery consists of infrastructure services, room and service, getting feedback, saying goodbye with affection, food and drink, hospitality services, and guest experience, among other things (Kravariti et al., 2022).
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[bookmark: _Toc126764386]Figure 5: Impact of service quality on customer satisfaction
(Source: Meyers et al., 2020)
Service quality and ongoing development depend on an organization's ability to adapt to change and achieve continued growth and development. Customer service experience is a key component of the hospitality sector and is acquired through service delivery and product quality (Lee et al., 2021). By providing services based on client experiences, InterContinental London Park Lane’s CFS (Customer feedback System) initiative will assist hotels and resorts in becoming more profitable (Pham, Tučková and Jabbour, 2019). To guarantee an improvement in service quality, the CFS will monitor and make sure that consumer input is incorporated appropriately. The level of service quality ensures that clients receive services and goods by their expectations (Wall, 2022). Through the Customer Feedback System, the product's functionality and future product development can be guaranteed (CFS) (Al Aina and Atan, 2020). The key determinants of service quality in the hotel sector include employee engagement, customer happiness, supplier coordination, customer feedback, delivery partners, etc. Based on the feedback that will be obtained throughout system development, this can be put together and implemented successfully (Almaaitah et al., 2020). The collected data will be used, analysed, and developed into feedback by considering the customer's perspective and establishing strategies and policies accordingly. A comparison of context-sensitive input from the Customer Feedback System (CFS) and the formulation of quality standards upon which the quality of service will be implemented will be used to monitor service quality at InterContinental London Park Lane (Aljbour, French and Ali, 2022).
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[bookmark: _Toc126764387]Figure 6: Managing Internal Service Quality (ISQ)
(Source: Mousa et al., 2022)


[bookmark: _Toc126764399]FINDINGS AND RESULTS
	Number
	Findings from the report

	1
	The above analysis shows that, compared to earlier years, there are fewer employees today than there were then. The profitability of the organisation is greatly impacted by a high personnel turnover rate. It can be analysed that in the year 2021 compared to previous years (2017, 2018, 2019, and 2020), less number of employees were working with InterContinental London Park Lane. Organisation needs to concentrate on this as its main strategic issue. Therefore the need for talent management and staff retention can be identified (Edeh et al., 2022).

	2
	Poor performance management has been noted as another problem that hinders InterContinental London Park Lane’s expansion and profitability. Managing employee performance is crucial in modern company organisations since it aids in detecting skill shortages and creating career development strategies (Al Aina and Atan, 2020). Poor performance management is the major cause of poor employee performance because employees lack clear direction and skills required to achieve a specific objective. Lack of knowledge and awareness impact the work efficiency of employees as they are unable to cope with recent market trends (Dyshkantiuk et al., 2020). 

	3
	Customers' expectations should be by organisational objectives, and staff members should receive the necessary training. In the international hospitality and service industries, InterContinental London Park Lane is well known (Almaaitah et al., 2020).Organisation must take into account changing customer needs, wants, and demands when conducting business globally. Therefore, InterContinental London Park Lane’s services ought to live up to what customers would expect. When they contact customers, the staff, employees, and front-line professionals are significantly impacted (Duric and PotočnikTopler, 2021).

	4
	InterContinental London Park Lane has to concentrate on enhancing internal business processes and keeping talented and potential workers. To attract new hires and lower staff turnover, Organisation must improve the employee experience lifecycle. With the application of effective strategies to improve employee lifecycle, InterContinental London Park Lane can enhance employee motivation which can ultimately result in higher productivity. Many businesses are currently making great efforts to find employees (Pham, Tučková and Jabbour, 2019).



A wide variety of products and services are offered by InterContinental London Park Lane to clients who belong to various customer demographics and have various purchasing patterns because of its sizable clientele and global presence (Almaaitah et al., 2020). InterContinental London Park Lane is the appropriate company to complete the report, and as such, should be chosen. The changes in the macro environment have a severe impact on the internal functioning of the organisation. Therefore InterContinental London Park Lane must implement effective strategies and overcome the identified issues. Based on the analysis the issues identified are poor employee motivation, lack of performance management, service quality issues, and lack of efficient talent management strategies. The impact of these issues was critically analysed.  It can be observed that identified strategic issues have a direct impact on organisational productivity (Al Aina and Atan, 2020).Understanding consumer behaviour and making efficient use of it is essential for businesses to better serve their customers and eventually achieve corporate development and competitive advantage (Shin et al., 2021).
Through CFS, InterContinental London Park Lane can take into account the difficulties and problems that the consumers are experiencing, and ongoing quality improvement of the services will be guaranteed (Pham, Tučková and Jabbour, 2019). Customers will receive a feedback form through email at the moment of checkout, and company workers will encourage them to fill it out to help the company improve the quality of its services and hence, the customer experience. Customers' comments will be successfully implemented, and they will also be given more value within the organisation. Business profitability and organisational growth are both guaranteed by constant improvement. Getting client feedback will guarantee that an organisation develops a framework that will allow it to build strategies and policies (Yusoffet al., 2020). As it collects feedback from visitors regarding their experiences, CFS will keep track of and assure ongoing improvements in the quality of service. Modifications and improvements in boosting organisational performance will improve the process of providing services (Al Aina and Atan, 2020).
As it builds a solid foundation for improving service quality, InterContinental London Park Lane should place greater emphasis on gathering feedback. With the aid of the available tools, automation and analysis of the received feedback will assist organisations in producing responses and developing policies accordingly (Almaaitah et al., 2020). Based on the analysis of the data, strengths, weaknesses, opportunities and threats of the organisation were identified. To meet the future goal of InterContinental London Park Lane based on current strengths and weaknesses TWOS analysis is developed. TWOS analysis is an extension of SWOT analysis which helps to match strengths with opportunities and threats with weaknesses (Pham, Tučková and Jabbour, 2019).


TWOS analysis of InterContinental London Park Lane
	Internal factors

	





















External factors
	
	Strengths (S)
· Extensive geographic reach worldwide
· Operating in more than 100 nations
· Brand portfolio occasion for effective employee engagement
· More financial stability
· Strong clientel
	Weaknesses (W)
· Controversies
· Inadequate IT security
· Weaker system of information security
· Lack of Investment in new, emerging technologies 
· Employee turnover 
· Inadequate employee retention policies 
· Poor risk management strategies 
· Lack of employee engagement and satisfaction 
· Poor performance management

	
	Opportunities (O)
· Launching a new geographic market
· New offerings in goods and services
· Newly developing technology 
· New channel of customer acquisitions  
· Changes in consumer behaviour 
· Innovation and advancement in technology  
	Strengths/ Opportunities (SO)
· Business expansion in a new market 
· IT-enabled operations 
· Brand image and recognition

	Weaknesses/ Opportunities (WO)
· With help of innovation and technological advancements, marketing can be improved
· implementing PMIS (Performance Management Information System)
· CFS (Customer Feedback System)

	· 
	· Threats (T)
· Worldwide crises
· Greater competition
· Unpredictable trends 
· Pandemic 
· Growth in dependency
· Changes in  consumer behaviour trends
· A lack of skilled workers
	· Strengths/ Threats (ST)
· Providing training and development opportunities to employees to cope with competition 
· Implement employee retention strategies
	· Weaknesses/ Threats (WT)
· Ned for employee training and development
· Understanding consumer-buying behavioural patterns 
· Promoting cooperation 
· Market segmentations 
· Need for employee engagement


· 
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	Number 
	Problem 
	Solution 
	Desired outcomes 
	Time scale 
	Completion date 
	Planned budget 

	1
	Lack of employee motivation resulting in poor organisational performance 
	To enhance employee motivation and improve performance efficiency it is essential to analyze what challenges are faced by employees. Hotel should conduct timely meetings and open sessions whereby employee opinions should be considered and heard. Hotel should invest in monetary and non-monetary employee motivational strategies. Core organisational values such as honesty, integrity, fairness, etc. should be implemented. Reward and recognition programs should be conducted on a timely basis to highlight the outstanding efforts and performance of employees. Monthly surveys are suggested to identify what challenges employees have to face that demotivate them and impact their performance. 
	To improve organisational performance and improve employee morale. It is expected that motivated employees will aid o organisational efficiency and offer impressive benefits to the growth and development of the organisation. It is expected that employee motivation will improve overall organisational efficiency and reduce employee turnover. 
	3 months
	02-05-2023
	£8,000

	2
	Poor Performance management
	To reduce poor performance management honest and timely feedback should be provided to employees. A skilled professional should be hired to review and analyse the performance of employees. The line manager should be hired to guide and support the performance of team members. Accountability should be encouraged among employees by recognizing their skills and abilities. A performance management system will be implemented based on the advice and suggestion of industry experts.   
	Recent poor performance management will be replaced with an advanced performance management system. Advanced PMIS (Performance Management Information System) will help in reducing the burden on the HR department to record timely performance and will reduce biasness in decision-making. Improvised performance management will promote employee engagement and satisfaction. 
	5 months 
	10-07-2023
	£6,000

	3
	Poor service quality 
	To improve the quality of services at InterContinental London Park Lane emphasis will be made to provide customized services to clients. Employees should be provided with timely training and development to cope with changes in an external business environment. Infrastructural development will be promoted along with implementing an efficient customer feedback system (CFS).  
	Improved service quality will help InterContinental London Park Lane in gaining a competitive advantage and enhance customer satisfaction. The profitability of the organisation can be enhanced by encouraging repeat sales. Improvisation in service quality will help in customer retention as it is the most cost-effective way to attract new customers.  
	3 months 
	10-05-2023
	£6,000




[bookmark: _Toc126764401]RECOMMENDATIONS
Through the development of an integrated strategy across several departments, InterContinental London Park Lane should play a significant role in providing customers with a smooth experience. InterContinental London Park Lane needs to better understand consumer needs so that it can give its customers the finest service possible. InterContinental London Park Lane is advised to implement a regular audits and quality documentation schedule about defined quality of service management approaches (Almaaitah et al., 2020).
By carrying out routine audits that ensure prompt reviews of the services offered by the hospitality sector, InterContinental London Park Lane will be able to execute strategies and policies more successfully. Organisation can use cutting-edge reporting and analytical work of the highest calibre regarding the quality documentation strategy. To recruit personnel, InterContinental London Park Lane should make an effort to build a loyal clientele and guarantee employee satisfaction. Potential employees will be attracted by this, and the company's reputation will increase (Al Aina and Atan, 2020). The CFS architecture should be used at all of InterContinental London Park Lane's sites since it will enhance customer satisfaction and make it simpler for experts to categorise and cluster customer feedback. The gathered information will give the organisation a vision that will be further developed and is based on client input. The documentation of client feedback will create a solid foundation for information extraction and interpretation, ensuring a positive guest experience.


[bookmark: _Toc126764402]CONCLUSION
The consulting report describes the organization's current business procedures and includes analysis to pinpoint the major problems, and results, and suggest workable changes. The paper emphasises the significance of tracking and evaluating service quality at InterContinental London Park Lane. The need of employing the appropriate service quality management strategies to enhance organisational performance is emphasised. The impact of service delivery methods on front-line employees, employee engagement, and managerial applications are established in the report. The PESTLE and SWOT analysis frameworks are used to investigate how the internal and external environments affect InterContinental London Park Lane. Major changes are encountered in the internal workings of the company due to changes in the external business environment. The study discusses the challenges, and an audit is conducted to offer a framework and methods that are appropriate for resolving those problems. In the hotel industry, improving the client experience is the cornerstone of service delivery. InterContinental London Park Lane strives to plan, recruit, select, encourage growth in, keep, and transition personnel for the benefit of an organisation while taking into mind the talent management process model.
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