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Executive summary

ITC Narmada is a hotel business situated in the major state of India in Ahmedabad. ITC Narmada is an exemplification of every destination's lifestyle and character, providing perfect, indigenous overabundance experiences that are in a condition of concordance with the environment and neighborhood. In India, ITC Narmada similarly has a mind-blowing relationship with Marriott's Platinum confirmation in ordinary acclaimed solid locales for the earth, demonstrating a platinum-grade obligation to the guests and the globe. However, there are some customer service-related issues and bad attitudes and misbehaving of the staff towards the clients as well as guests of the Hotel. In this consultancy report, those issues have been analyzed and identified. Alongside that, identifying the significant reasons and causes behind the awful perspectives of staff is causing damage to the standing of ITC Narmada. In different client audit reports, it has been seen there are different negative surveys of clients regarding awful staff mentality. The report is all about the poor and bizarre behavior of the staff of ITC Narmada towards clients and the consequences of it. The ongoing difficulties of the ITC Narmada chain in India are connected with its staff's demeanor, which adversely influences its brand notoriety and consumer loyalty. In ITC Narmada, various incidents have been accounted for where visitors have encountered unfortunate staff perspectives. Because of these reasons, the lodging's standing and, in general, client experience are diminished. One of the essential issues is the absence of amazing skills shown by the employees. Visitors who have communicated disappointment with inert, indifferent, or even inconsiderate conduct harm the appearance of ITC Narmada as well as establish an upsetting climate for the visitor. Accordingly, different disagreeable circumstances are made, and the quantity of client surveys increases. One more concern is the inconsistency in help quality across chains. While some staff individuals succeed at providing excellent client support, others show an absence of energy and concentration. The inconsistency increases uncertainty among visitors, as they can't expect a predictable degree of administration at each ITC Narmada they visit. Accordingly, client assumptions remain unfulfilled. Incidents are additionally revealed where staff individuals are ineffectively trained and need satisfactory information on inn offices and administrations. Inconsistent help standards have turned into an extraordinary worry for client care for the executives in the ITC Narmada. Clients anticipate a dependable and wonderful experience during their visit. Various reports have highlighted instances where the lodging staff has displayed an amateurish way of behaving, including indifference to visitors, rudeness, and unwillingness. Such pessimistic mentalities leave visitors feeling disappointed and angry. The inconsistency in assistance adds to the issue. And a few visitors get uncommon help at a similar inn chain. This absence of consistency stirs up misgivings about the inn's obligation to maintain excellent help across all hotels. It is urgent for ITC Narmada Lodging to resolve this issue. By emphasizing the meaning of predictable help standards and fostering a positive work culture, the lodging chain can develop a more client-driven approach among its staff.
Through estimating the behavioral aspects regarding their bad staff, the organizational team have to develop various strategic ways which are essential to operate their working segments. It should be developed to determine their marketing conditions, by which they can motivate them to develop their working proficiencies. In this consultancy report, some particular recommendations have been placed based on their servicing problems, which should be developed for their future organizational factors. 
Based on these particular factors, the management team can either organize various seminars, workshops etc., which are applicable to promote their organizational services regarding the global working environment. But it causes large investments in organizing their business services, which indicates massive layoffs in their working communities. The organizational team of ITC Narmada have to ensure their business growth by constructing various marketing types of research, through which they can influence them to promote effective communications among all members. While launching their new ITC Narmada in Ahmedabad, the servicing team provided their luxurious services, which are essential to enhance well reputation. They can examine the public reputation regarding their hotel services, by which they can access the areas of the business gaps. The ITC Narmada group has to enhance various organizational approaches regarding their hotel services, through which the management team can address their marketing shareholders for setting up their job requirement process. 
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[bookmark: _Toc136619870]Introduction
[bookmark: _Toc136619871]About the Hotel 
ITC Narmada, Ahmedabad is an overabundance Grouping Hotel is an extraordinary decision. It might be found at Vastrapur. This inn is one of the most exceptionally essential levels accumulated in Ahmedabad, with ninety-four per cent of our visitors recommending it (Meghana and Tripathi, 2018). The inn has a rating of 4.5 out of 5, which is viewed as perfect. Ahmedabad Focal Bus stop (9.1 km) and Sardar Vallabhbhai Patel International Air terminal (14.4 km) are two ordinary transportation choices from ITC Narmada - A Flood Combination Inn. The inn is near a piece of Ahmedabad's most prominent trailblazer destinations and different points of interest. Some close-by traveller destinations include Satyam Shopping Centre (370 meters), Ahmedabad One Shopping Spot (2.0 km), and ISKCON Place of Refuge (3.6 km). Of all the 5 Star hotels in Ahmedabad, ITC Narmada - A Flood Combination Lodging is especially outstanding among pioneers (Gupta et al.2021). A smooth decision/look at the process, flexible designs, and especially coordinated administration get incredible purchaser responsibility regarding this property. The Hotel has a standard Determination season of 03:00 PM and a Gander at 12:00 PM. Made by ITC Hotels, ITC Narmada shows a central blend of workplaces in a store of restoring experiences that see every district's depiction and wonderful person. Eleven astonishing lodgings join the solid compositional occasion of old lines nearby the social ethos of the express area of the Indian projection (Shastri and Mishra,2021). Remain mindful of ITC Narmada's situation as maybe of India's chief endeavour by giving superior outcomes that offer inspiration to the Indian economy and the Affiliation's stakeholders. Other than demanding that capacity embrace to make benefit in a globalizing world while surrendering standard and kept with extra respect.
[bookmark: _Toc136619872]What problems are arriving? 
The problem of poor customer service and worse behaviour of staff have been reported and seen in the hotel chain. Attitude and direct issues are standard at ITC Narmada. ITC Narmada, offering little appreciation for how Goliath or little, gets grumblings from guests about the discourteous, odd, and headed structure for sorting out the actions of the hotel staff. Considering everything, attitude is appropriated into two areas (REDDY, 2020): assessments and ways to deal with supervising the planning and sorting out coordinating acting. The philosophy of attitude is binding on the way that one handles the world, affiliations, work, and different bits of life. The attitude towards individuals, the climate, and the conditions is impacted by how cheerful the staff is. Hopeless words, snickering at hotel guests, and regardless, getting to an end with hotel visitors happen never-endingly in hotels starting with one side of the planet and then going with (Dash and Sharma, 2019). Thus, having a positive, enabled, vacillating, and affirmed view on life will change over into somebody who steadily takes a gander at their party, turns pioneer headings, and can give vastly with clients (Sarode, 2022).
[bookmark: _Toc136619873]Why do customers receive bad staff behaviour? 
The most significant reason behind the bad attitudes and behaviour of staff in ITC Narmada is the lack of communication between staff and clients as well as with the management of the Hotel. Another reason identified behind the bad staff behaviour and attitude towards guests and clients is improper training and lack of knowledge among the hotel staff. These are some major issues which have been the actual causes of bad staff behaviour. It could maybe be the most clearly dazzling client support goof an undertaking can make (Pal and Misra,  2022). Overseeing disheartened clients continually expands work with everything taken into account prompts burnout. Going with high staff turnover hurts a connection's standing and adds to the expenses of joining and preparing new, coordinated, very much-educated specialists (Mudaliar, 2020). 
[bookmark: _Toc136619874]Evidence of the issue 
In a customer review report, it is found that one customer shared his dissatisfaction with the management of the ITC Narmada management. He mentioned that in the recent year, he booked a deluxe room in the particular ITC Narmada. He shared his experiences of the bad behaviour of the staff and also mentioned one incident where he stated that he had a business card with a valid membership number through which he was eligible for rewards. But he said that during the time of checkout, he did not receive any reward points (Jones,  Hossny, and Eltayeb, 2023). Later on, he contacted the customer service department of ITC Narmada, and the current duty manager and the reception team informed him that they would let him know and they were working on it. But till today, he did not get any response from the hotel management. This is one piece of evidence that has been pointing towards the poor attitude of the staff of the ITC Narmada. 
[bookmark: _Toc136619875]Methods used for analyzing the problem 
In this consultancy report, a secondary data analysis method will be used by following the qualitative method analysis. Reports and articles concerning ITC Narmada and also reviews shared by clients and guests of the Hotel on the hotel websites are taken into consideration for making this consultancy report of ITC Narmada.  
[bookmark: _Toc136619876]Aim of the Report 
The aim of this report is to analyze the bad staff attitude towards clients and guests in ITC Narmada. Along with that, identifying the major reasons and causes behind the bad attitudes of staff which are causing harm to the reputation of ITC Narmada. In various customer review reports, it has been seen there are various negative reviews of customers regarding bad staff attitude. In this report, there will also be recommendations that will help ITC Narmada to mitigate and cope with the issue.
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Figure: ITC Hotel Logo
Source: (Home, 2020)
[bookmark: _Toc136619877]Analysis the Issue
[bookmark: _Toc136619878]Industry case study issues 
The current challenges of the ITC Hotel chain in India are related to its staff's attitude, which negatively impacts its brand reputation and customer satisfaction. In ITC Narmada numerous incidents have been reported where guests have experienced poor staff attitudes. Due to these reasons, the Hotel's reputation and overall customer experience are reduced. One of the primary problems is the lack of professionalism displayed by the employees (Maitra, Kumar,  and Singh). Guests who have expressed dissatisfaction with unresponsive, indifferent or even rude behaviour not only tarnishes the image of ITC Narmada but also creates an unpleasant environment for the guest. As a result, various unpleasant situations are created, and the number of customer reviews increases. Another concern is the inconsistency in service quality across hotel chains (Kanwal, H. and Van Hoye, G., 2020). While some staff members excel at providing exceptional customer service, others display a lack of enthusiasm and focus. The inconsistency increases uncertainty among guests, as they cannot expect a consistent level of service at every ITC Hotel they visit. As a result, customer expectations remain unfulfilled. Incidents are also reported where staff members are poorly trained and lack adequate knowledge of hotel facilities and services. As a result, effective communication with guests becomes challenging, and staff members fail to provide accurate information or assist with inquiries (Dash and Sharma,  2019). 
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Figure: Problem evaluation
Source: (Self-made)
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Internal and external influence on problem analysis 
SWOT Analysis of Internal Problem

	Strength
	Weakness
	Opportunity
	Threats

	· More than 100 ITC Hotel chain in India has a considerable reputation in the hospitality industry, which will be able to change the attitude of the staff (Shastri, and Mishra,  2021).
· The company has various training initiatives which improve customer service systems by providing opportunities to correct and improve employees' attitude concerns effectively.
· ITC hotel chain can improve employee morale and performance by providing attractive employee benefits and incentives. 

	· Lack of effective communication channels between management and employees results in misunderstanding and dissatisfaction.
· The lack of a strong performance appraisal system in hotel chains can not identify and resolve employee attitude problems in a timely manner.
· High staff turnover rates can contribute to a hostile work environment and affect the quality of customer service.
	· By investing in employee training programs focused on improving customer service and staff attitudes, ITC Narmada can enhance the skills of its employees.
· Initiatives encouraging staff engagement, such as regular feedback sessions and recognition programs, can positively impact customer morale by increasing staff morale (Rajbanshi,  Karki,  Timilsina, et al. 2022).
· Establishing a culture of excellence within the organization can create a positive work environment and instil a customer-centric mindset among employees. 
	· Employee attitude issues need to be addressed quickly by ITC Narmada as other hotel chains in India may have superior customer service (Khanguraa, Kaurb, and Rana).
· Poor staff attitudes and negative reviews damage the hotel chain’s reputation and affect future bookings.
· Poor staff attitudes and negative reviews damage the hotel chain’s reputation and affect future bookings.




[bookmark: _Toc136619880]External Influence
ITC Hotel chain in India is facing a concerning issue with the bad staff attitude in the customer service sector. Customer complaints against staffs behaviour and demeanour increasing day by day. Several external; influences contributed to the negative attitude and behaviour of the staff. Customers have expressed dissatisfaction with the staff’s lack of courtesy, impatience and failure to address their concerns effectively (Kiran Bedi,  2023. External pressure, personal pressure, and demanding management practices can further increase the negative attitude of employees (Bairwa). 

[bookmark: _heading=h.ya2s5kfkdno8]PESTLE Analysis

	Political
	Economical
	Social 
	Technological
	Legal
	Environmental

	The better they explored public power, the higher the straightforwardness of working around there. There are different entrances that ITC can utilize, and in this way making it a strength rather than just a plan to be followed (Ciuperca, et al.2022). Another depiction of reasoning change that has affected the undertakings of the discernment is the bringing down of the degree of corporate commitment in India. While including this as an advantage to strengthen its consistency, the association essentials to endeavor to get each one freed from the area's genuine necessities.

	With India being a non-present day country, the clear the cash-related structures higher will be the optional capital and better will be the lifestyle. This will help the relationship since it takes to trust in the development of all. With any updates in the improvement to assist with outing pay, there will be a sharp change in the use of needed things.

	The large size of exercises of interest has positive as well as risky outcomes added to it. A slight change in the undertakings of the affiliation can affect its advantage of a beast degree, in this way remaining reestablished with the new models striking among everybody is a sensible major. Its things are of prime concern to ITC.

	The connection has offered various drives a piece of mechanical satisfaction to stay focal and watching out. It utilizes the different electronic redirection stages to portray the various changes that are being accomplished by the relationship to as such assistance society. It is other than perseveringly drives its various things utilizing media to push a goliath to get endeavors nearby its clients.
	The legal necessities that the plot needs to meet are massive. While working in a country like India, the need to save solid areas for changing standards is a certain need. The standards that ought to be seen coordinate different centers including the chance of the thing (Hans, 2018).

	The affiliation has embraced various drives to protect the environment and work in a standard manner. To reduce its carbon impression, the framework has embraced a two-overlay structure "decline unequivocal energy use in its undertakings through unmatched new development and cycles; and (b) sequester ozone hurting substances, especially carbon dioxide, through a high extension official connection program.


[bookmark: _heading=h.mbjisqjdcn9j]


TOWS Matrix analysis
[bookmark: _heading=h.dblt96298iks]
	Strength and Opportunity SO
	Strengths and Threats ST
	Weakness and Opportunity WO
	Weakness Threat
WT

	ITC is one of India's driving districts with a market capitalization of Rs 4.3 trillion. The procedure is right as of now seen as the focal stock in the market capitalization class appeared contrastingly tangled by an overall viewpoint of weak affiliations. The mix runs more than 10 business lines and things it's level of things to 60 countries. ITC shows more than 200 party workspaces in India and a dissipating network covering more than 7 million retail outlets across various trade channels (Saikrishna, and PM,,2020).
	ITC added new business districts and outlets in FY 2021-22, in this way supporting its market thought by 1.4 times and outlet joining by 1.1 times over the previous year. ITC doesn't simply test astounding fight from covering competitors yet close from, taking into account everything, and housing affiliations.

	Dismissing what its PR tries, the tobacco business can't make some peace from the appreciation that it harms achievement and the environment. In unambiguous quarters, tobacco has been associated with the deaths of more than 1 million people a year in India. ITC has brought assets into a Man-made illuminating line and associated with its NextGen data figuring out obliged by reenacted understanding and ML, there is space for the mix to exploit the redesign for a particularly focal level further to get bits of information into client lead and for its country tries.
 

	While ITC Ltd's. overall mates have sorted out a stunning perspective for widening into a lower-risk locale, for instance, vaping, a genuine e-cigarette in India has made it pursuing the Indian generally tending to pull along in on an unimaginably key level and on a fabulously boss level dark way (Nwaekpe, et al.2019). ITC doesn't simply test serious tests from neighborhood competitors yet enough from all around FMCG brands and housing affiliations. The silly test could stop ITC from attracting its major for the general business.


[bookmark: _heading=h.lhkkyw121thc]
[bookmark: _Toc136619881]Each Problem Evaluation 
ITC Hotels, a renowned hotel chain in India, is known for its luxurious accommodations and customer satisfaction. But ITC Narmada may encounter issues like bad staff attitudes. This report illustrates the potential impact on guest experience and the brand image.

Lack of empathy and courtesy: 
The issue of poor staff attitude within the ITC Hotel chain in India, characterized by a lack of empathy and courtesy, is a matter of great concern. In the hotel industry, delivering exceptional service and a positive guest experience is really important. But some described attitudes of staff undermine these fundamental principles. Empathy and courtesy are crucial qualities that should be displayed by a hotel staff towards customers (Sadhale,  2023). Guests anticipate being treated with respect and understanding. They want a genuine willingness to fulfil their needs. It is essential for the hotel chain to establish a feedback mechanism that allows guest to express their experience and concerns regarding staff attitudes. By placing a strong emphasis on empathy and courtesy in staff training and fostering a culture of exceptional customer service, ITC Narmada can rebuild trust and loyalty among its guests. Recognizing the impact of staff attitudes on guest satisfaction and proactivity in addressing and resolving this issue is crucial for the chai’s success.



Inconsistent service standards: 
Inconsistent service standards have become a great concern for customer service management at the ITC Narmada. Customers expect a reliable and pleasant experience during their stay. There have been numerous reports highlighting instances where the hotel staff has exhibited unprofessional behaviour, including a lack of interest in guests, impoliteness and unwillingness. Such negative attitudes leave guests feeling dissatisfied and furious. The inconsistency in service adds to the problem. And some guests get exceptional service at the same hotel chain. This lack of uniformity casts doubt on the Hotel's commitment to maintaining high-quality service across all hotels. It is crucial for ITC Narmada to address this issue. As a result, consistent service standards will be established, and ITC Narmada will be able to regain its position as a leading hospitality brand in India. This will not only ensure customer satisfaction but also increase guest loyalty and positive word-of-mouth recommendations (Taware and Bodla). 

Poor communication skills: 
In the ITC Hotel chain business, poor communication skill issues have had a detrimental impact on the customer experience within the hotels. One of the primary concerns lies in the demeanour of the staff members. Several customers face dissatisfaction with the staff for their behaviour, rudeness, and lack of helpfulness exhibited by the hotel staff. Such conducts not only creates a hostile environment but also tarnishes the reputation of the entire hotel chain. The problem is exacerbated by the staff’s inadequate communication skills (Rahman,  Wibawa, and Sumantri,  2019). Guests often encounter difficulties in effectively conveying their needs and queries, as the staff members struggle to comprehend to provide satisfactory responses. This leads to frustration and dissatisfaction among customers who expect clear and efficient communication during their stay. As a result of these issues, disgruntled customers tend to share their negative experiences through word of mouth or online platforms, which can seriously damage the hotel chain’s reputation and deter potential future customers. Furthermore, ineffective communication leads to misunderstandings, service delays, and overall dissatisfaction among guests, leading to poor brand image (Bhaswani and Hymavathi, 2022). By proactively addressing the issue of poor employee attitudes and communication skills, ITC Narmada can strive to provide a more pleasant and satisfying experience for its customers. All these steps are ultimately able to enhance the Hotel's reputation in the highly competitive hospitality industry. 

Unprofessional behaviour: 
Unprofessional behaviour and negative attitude of ITC Narmada's staff members have been widely reported by the guests, raising serious concerns about the Hotel's commitment to delivering high-quality service. One of the most troubling aspects of this problem is the unprofessional behaviour of staff towards customers (Tom and Soumyaja, 2019). Guests have encountered instances where hotel employees have behaved rudely, dismissively and disrespectfully, resulting in increased customer dissatisfaction. This type of behaviour is completely unacceptable in the hospitality industry. Guests always expect to be treated with courtesy and professionalism by staff during their stay (Chaudhary). the unprofessional conduct of the staff has resulted in poor service delivery. Guests have complained about delayed responses to their requests, incorrect information provided by the staff, and a general lack of attention to detail. These issues highlight a deficiency in training and supervision within the hotel chain, as staff should be equipped with the necessary skills and knowledge to provide excellent service. To address these pressing issues, immediate action must be taken by the management of the ITC Narmada. Firstly, a comprehensive assessment of the staff training programmes should be conducted to identify any gaps or shortcomings. additional training sessions should be implemented to focus on customer service, effective communication and professional conduct. This will ensure that the staff members understand and deliver a superior guest experience. Furthermore, it is crucial to establish a system monitoring and evaluation of staff performance. This can include soliciting feedback from guests, implementing mystery shopper programs, or conducting performance reviews by supervisors. By holding employees accountable for their behaviour and performance, the hotel chain can foster a culture of professionalism and ensure continuous improvement. The ITC Narmada in India is currently facing a significant challenge with regard to the unprofessional behaviour and negative attitude of its staff members. Oprompt measures, such as enhancing training programs and a performance monitoring system, need to be taken to rectify the situation. By making these changes, the hotel chain can reaffirm its commitment to delivering exceptional service and maintaining its reputation as a leading hotel brand in India. 



Lack of proactive service: 
Currently has several problems like the attitude of its staff, leading to a noticeable lack of proactive service. This issue has resulted in growing customer dissatisfaction, as the staff behaviour reflects a lack of professionalism and indifference towards guests' needs. One prominent concern is the absence of proactive service. Rather than anticipating and addressing guests' requirements, the staff often appears disinterested and unresponsive. This forces customers to constantly seek assistance and leaves them feeling neglected. Whether it is a simple request for additional amenities or a  complaint about service issues, the staff's attitude frequently fails to meet customers' expectations (Jang, Jo, and Kim et al.  2020). Another issue lies in the unprofessional behaviour displayed by the staff. Reports of rudeness, impatience, and indifference towards guests have surfaced, tarnishing the hotel chain’s reputation and leaving customer feeling disrespected (Asyary and Veruswati,  2020). It is imperative for the staff to maintain a professional and courteous demeanour at all times since they represent the face of the HotelAdditionally, cultivating a work culture that fosters and rewards outstanding service can significantly improve staff attitudes. Recognizing and appreciating employees who consistently go above and beyond their duties will serve as motivation for others to follow suit. Ultimately, addressing the issue of staff attitudes is crucial for the ITC Narmada to elevate the overall guest experience. By promoting proactive service and professionalism and creating a positive work environment, the chain can restore its reputation for exceptional customer service within India's hospitality industry.

Inadequate training and development:
Inadequate training and development in the ITC Narmada remaining strategy could add to high turnover rates. Low guidelines for moving past quality end the board's choices and truly result in undertrained and standard-set-up people being set in central circumstances without strikingly far authority (Kumbhar and Kolekar, 2020). ITC Narmada never-ending-ly tosses a senseless degree of guaranteed penchant on employees without outfitting them with the instruments they need to succeed. Employees are faulted for beating appearance. In the event that an individual fails to satisfy questions, odds are they are a titanic employee who hasn't been given the contraptions they need to execute their work (Rutherford, 2021). Not convincingly clear instruments draw in an employee to succeed in a contraption may be various levels of realness, training, or a reasonable line of correspondence. Right when heads are not unequivocally, totally convincingly, actually evidently definitively exactly as expected prepared, the whole firm returns (Reyes-Menendez, Saura,  and Martinez-Navalon,  2019). Another head requires training on the fittest development to work with individuals, delegate work, resolve employee issues, persuade his party, and conform to changes inside the firm. Employees suspect that Affiliation should manage these issues and get overpowered when it neglects as major do. Their sureness proceeds, and they are less worried about their work or creation (Yacoub and ElHajjar, 2021).
High staff turnover:
Employee turnover is a degree that ganders at how many employees a firm should give in a specific time span to the unafraid number of employees. Employee turnover in ITC Narmada is a senseless cost for most affiliations, particularly in lower-paying position districts, where the employee turnover rate is, overall, all the more clear (Lai and Wong, 2020). Different parts impact ITC Narmada's employee turnover rate, and they could begin from both the business and the employees. Figuring out what is 'high turnover' is a hurting issue since there is no major direct relationship between turnover rates and the social or perhaps cash-related showing of affiliations and battles. Too little turnover can be on a strikingly boss level, as shown by a general perspective as charming as something over the top (Singjai, Winata, and Kummer,  2018). To ensure an employee's pleasure, a plot should repay them reasonably for their endeavours, guaranteeing that the advantages of a strong region can't truly do whatever it takes not to be for the connection and are reasonable with pay rules. Extra than cash-related benefits, motivation sets a piece of extra advantages (Shamsudin, Esa, and Ali, 2019). Employees leave a relationship looking at changed parts, including denied execution evaluations. Low work fulfilment is clearly credited to a disaster of appreciation, trouble, and the likelihood that business visionaries can't gather inconceivable interest to take a gander at their staff innovatively. Different employees choose to leave since they think their endeavours have made some warm unlawful relationship from everybody's mystery early rebuke by the development (Yu, Seo,  and Hyun, 2021). Really when employees depend on their affiliations, they see the corporate targets and values and will contribute additional energy to accomplish moderate sensibility.

Inadequate staff recognition and motivation:
Employee recognition is the useful, free, or official interest of a person's doubtlessly get-together procedure for figuring out acting, exertion, or business result that drives the plot's obsessions and values and blows away standard plans (Yu, 2020). Appreciation is an astonishing human longing. Employees' answers are resolved to check their genuinely supporting work since it shows that their work is seen. Right when employees and their work are respected, they are more fulfilled and central, and they are pushed to proceed or restore their baffling work. An essential work area requires recognition and proposing. ITC Narmada's remissness to see their labour force causes them to feel hurt. Such a workforce starts to have focal plans concerning their ruler show, which impacts their mental power and inspiration levels (Akbar and Tracogna,  2018). In this way, their show and keep could constantly vanquish after several times, affecting clearly limit and corporate development. Such staff might deliver bad services to the customers and clients.
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Figure: Problem Tree
Source: Self-made
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Recommendation
Formation of decision-making programmes: Based on this particular business issue regarding the worst behavioural aspects of their employees, the management group are responsible for eliminating them via conducting various decision-making programmes. ITC Narmada group has expanded their business growth by serving various kinds of foods, in which they have to communicate with their stakeholders, marketing shareholders, suppliers, product servicing team etc (Shields, 2021). The management team should construct a business file that is associated with their customers' reviews. It is essential to set up various decision-making programmes in which every staff member should be engaged, underlying various kinds of business sectors (Banerjee and Chaudhury, 2022). In the decision-making programmes, the seniors of the management team can illustrate their working performance, the existence of key customers, their reviews, ethnicity in their working segments etc. While involved in various seminars, and business-related discussions, the leaders can encourage them to share their opinions regarding their working cultures, through which they can ensure various strategic ways in association with their product services (Foroudi, 2019). It may be valuable for mitigating the unwillingness of their staff, by which they can find out the business gaps regarding ITC Narmada. 

Setting up various organizational workshops: ITC group have faced various challenges while launching their new business zones, which are associated with their organizational reputations across the entire zones of the countries. Based on the condition of their working cultures, they can set up various organizational zones by which they can ensure the formation of various organizational workshops. The business workshops should be determined by the approval from their country's government, through which they can influence them to be involved in their organizational programmes (Uniyal and Karmakar, 2021). Through establishing various workshops, ITC Narmada can launch various innovative products at relevant prices, like ready-to-make tea, ready-to-make coffee, cup noodles, etc. While existing the workshops, the servicing team can learn how to represent their new products and their benefits in front of their visitors, which is essential to develop their working proficiencies. The employees should have the potential to launch their new product services, through which they can determine the increment of marketing revenue conditions regarding global economic zones (Vanisree and Seema, 2020). 

Finding out the major factors regarding the attitude of workers: In every kind of business organization, the workers are the main assets, which should be promoted by reaching close to them. The management team should determine various beneficiaries regarding their working communities, through which they can influence them to develop their job roles. According to Maslow's hierarchy of needs, every employee would like to promote their long-term existence, by which they can get various facilities like psychological needs, cultural factors, the existence of well-cooperative peers etc (Datu, 2019). Maslow's hierarchy of needs can determine their motivational spirits concerning their working communities, through which they can ensure the organizational growth of ITC. The management team can follow up these methods, by which they can develop the infrastructure of their salary packages regarding their employment group (Panggabean, 2023). They can promote the existence of various psychological needs like their life insurance schemes, home renting services, etc., regarding their livelihoods. It is essential to operate their organizational aspects, through which they can find out the major risks behind their employment behaviours. 
Through analyzing the customers' reviews, they have determined while purchasing any products; they have to face such challenges to understand the quality of their products. They have expressed that their staff become quite disturbed when placing any questions regarding their products (Kumar, Syed, and Singh, 2022). The management team has to promote rotational working hours, by which they can ensure they work for fewer hours. It can eliminate their stresses while operating their work. 

Determination of effective communication: The management team of ITC should promote effective communication with their working teams, which is beneficial to promote their organizational services. As an example, the servicing team can collaborate with their financial teams, marketing team etc, through which they can justify the conditions of their business zones (Ali et al. 2021). The technological team can assure them about the existence of suppliers, conditions of their marketing revenues, percentages of their marketing shareholders etc., which are mainly valuable to ensure every business aspect regarding their marketing communities. Through constructing the elaboration likelihood models, the management team can ensure various strategic ways which are associated with the working communities, application of their marketing segments, formation of various product services etc. (Najar and Hamid Rather, 2021). Through conducting various business research, the organizational team has to collaborate with various departments by which they can operate their activities. The management team can discuss with every employee privately, by which they can eliminate any fundamental issues while promoting their product services. It is essential to operate their customer segments, in which the management team can separate their organizational groups regarding particular activities (Hussain and Soni, 2019). As ITC is a large brand, the managers can regularly consult with their seniors, marketing groups, shareholders etc., which is essential to operate their organizational goals. 
Promoting opportunities for their career growth: The career growth of every employee is beneficial to operate their organizational growth, in which the employees gain various opportunities for promoting their organizational goals. In the working community of ITC, most employees are involved in the servicing groups, by which they can ensure their organizational aspects regarding the global marketing conditions. The management team can implement the terms and conditions regarding their organizational policies, through which they can access the existence of highly experienced services, their job roles, working performances of their organizational services etc. (Piramanayagam, Pritam, and More, 2019). Managers can motivate their employees by illustrating their career paths, which are essential to promote them regarding organizational services. The employees can understand the importance, challenges, and activities of the particular job roles, which are essential for motivating their employees to determine their working proficiencies. It is applicable to ensure organizational transformations, in which they can serve various opportunities to determine their career goals (Khan et al. 2020). The organizational team of ITC Narmada should apply various strategic methods regarding their business zones, by which they can ensure their organizational growth. They can serve various hotel facilities regarding global customers, by which they can impress them to try their new product services. It is essential to grow their marketing revenue conditions, through which they can set up various hotel zones in association with various business groups (Shi, 2020). The establishment of new ITC hotels is essential to promote various business opportunities regarding the global youths, through which various job aspirants would like to be involved in their working communities in a long-term manner. 
Development of hiring process: In the case of ITC Narmada, the human resource team should be able to determine the selection of potential employees within their working communities. It is advantageous for continuing their hotel services, through which they can develop customer loyalty regarding their organizational services (Mitra, Padhi, and Mitra, 2020). It is essential to operate their business aspects, in which the human resource management team should determine the right selections of their employees and the formation of various organizational teams, which are applicable to operate their valuable services regarding ITC Narmada. The human resource management group can apply expert judgement techniques, by which they can select the right employees by analyzing their educational qualifications, working experiences, and knowledge skills regarding their organizational services (Monteiro, 2022). The human resource management team can set up various practical-based assessments, in which they can examine them to explore their working proficiencies regarding various services. In the last five years, ITC Narmada has determined their online application portals in few numbers, which are responsible for their worst behavioural factors. It should be developed by promoting their organizational growth, through which they can reduce the workloads regarding their employees. The human resource team of ITC hotels are mainly applicable to promote their organizational growth through promoting various job recruitment sections regarding their food servicing departments, guest room services, marketing department etc. (Ebong, Nte, and Obot, 2018). 
Involving them in training sections: In the case of ITC Narmada, the management team should be involved in various training sections, by which they have to ensure they develop their working proficiencies (Dash, 2019). It can ensure that they operate their organizational services, in which the human resource team can hire various experts regarding various job posts. While involved in the training sections, the employees have to specify their strengths and weaknesses regarding their business zones, through which they focus on those areas for developing their organizational goals (Lukanova and Ilieva, 2019). It is essential to determine their luxurious hotel services regarding their visitors, through which they can ensure the operation of various authentic food services globally. While involved in the training sections, the experts can ensure they operate their organizational services by illustrating the demographics based on their marketing revenue conditions, the existence of visitors, application of various digital factors regarding their online booking systems, payment process, etc. (Chatterjee, 2022). It should be developed through promoting their organizational services, in which the staff members can promote their work-life balance regarding their organizational services. By involving various training sections, they can encourage their staff members to develop their behavioral aspects regarding the global marketing environment (Mathur, Khanna, and Saxena, 2019). 
[bookmark: _Toc136619883]Action Plan
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	Goal
	Action Plan
	Implementation
	Required time

	To improve the hotel's staff and employee behavior.
	· By providing training on handling guests.
· Recruitment of new staff and employees if necessary.
· Gathering feedback from guests during checkout regarding staff behavior towards guests. 
	· Arranging training and development programs for hotel staff and employees.
· Identifying the change.
· Providing feedback forms to each guest. 
· Review the feedback and act accordingly. 
	One month.


[bookmark: _heading=h.ud381y3rxt9n]
[bookmark: _Toc136619884]Conclusion
In the case of ITC Narmada, the existence of potential staff should be required for developing their organizational reputation, by which the organizational team has to determine their luxurious services. The management team of their hotel services should promote their organizational aspects, by which they have to determine the motivational aspects regarding the global customers. It can enhance the development of their organizational policies, through which they can implement their working styles, the existence of various authentic foods, differentiation in their hotel services etc. Through determining their external analysis, they have assessed that the reasonable factor behind the negativity in their organizational reputations is the unwillingness of their employees. The employees have determined their uncertainty while involved in their organizational zones due to the existence of staff in their working communities, lack of salary benefits regarding their livelihoods, application of various members within the working communities etc. The ITC Narmada group has to develop the infrastructure of their business zones by finding out various strategic ways which are essential to operate their organizational reputation, just like before. The elimination of unwillingness regarding their employees is significant to stand out in their marketing positions, by which they can ensure their organizational growth. 
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Figure: ITC Hotel Logo
Source: (Home, 2020)
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Figure: Problem evaluation
Source: (Self-made)
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Figure: Problem Tree
Source: Self-made
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