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Executive summary
The Intercontinental Dhaka is regarded as one of Bangladesh's most opulent hotels and is situated in the heart of the country's capital, Central Dhaka. The Hotel was built in 1966 and was formerly owned by the Bangladeshi government. However, in 2011, Sheraton acquired the Hotel and changed its name to Ruposhi Bangla. Following the termination of the contract, Sheraton acquired ownership of the Hotel from the Bangladeshi government. InterContinental Dhaka is handling several different customer service problems, and they are having an impact on company operations. To avoid surprises, the management of InterContinental Dhaka should make every effort to educate both present and prospective guests on the condition of the limited amenities. Most customers' vacation plans are significantly influenced by their financial status, so if they incur unexpected charges after booking their reservation, they will surely be dissatisfied. Self-service features, which enable hotels to reduce staff effort by 50% and speed up client service, are another area where InterContinental Dhaka falls short. InterContinental Dhaka struggles to provide customers with a self-serve option so they may book a hotel room and get room service without speaking to a live person. It has been determined that the front desk agent at InterContinental Dhaka is likewise having problems with client service. Since there isn't any suitable, effective client service technology available, the front desk employee cannot interact with the kitchen crew and identify the reason for the holdup. One of the biggest issues InterContinental Dhaka is now having is the need for more self-service options and how it affects client interactions. Even though most businesses cherish their customers, the hotel industry sees them as crucial to success. Most clients at InterContinental Dhaka must deal with equipment problems connected to air conditioning, lighting, etc., in the latest machinery.
It is recommended that the Intercontinental Dhaka Hotel introduce high-quality air conditioners, include better Wi-Fi services, and ensure a power backup supply to maintain the quality of their services. The guests must feel comfortable with all the facilities and services provided at the Hotel. Good quality products must be used in the Hotel, and proper hygiene must be maintained in the washrooms, kitchen, and the Hotel. The behaviour of the staff must be very polite with the guests. To maintain it, the staff must be trained regularly, and the higher authority must monitor their work. There must be transparency among the staff and the Intercontinental Dhaka hotel regarding the payments, appraisals, promotions, and working hours. To improve the employee's behaviour and attitude, they must be skilled with morals and several kinds of training frequently. The Hotel can also include expectancy theory to motivate the employees. Entertainment is a key factor that attracts customers to stay more at the Hotel. Hence improving this sector can directly lead to revenue growth. Improvising marketing strategies like segmentation, targeting, and positioning is also important and can be implemented. Further, honest feedback must be taken from the customers to understand the key improvement areas and resolve them with effective solutions. 
It has been concluded that Intercontinental Dhaka is one of the best hotels in Bangladesh, which is situated in the capital of Bangladesh that is Dhaka. The revenue of the Hotel is declining due to major issues like lack of communication between the Hotel's management team and the guest, lack of infrastructure and new technology, and a huge problem with our card or electric failure. It has been analysed that there is a huge misbehaving by staff with the guest. After analysing all these problems, all the recommendations have been provided. To resolve the problem that is facing Intercontinental Dhaka, there are some suggested mitigations that Intercontinental Dhaka must follow and should follow some theories or models like the acquisition and innovation model for the development of modern techniques or modern equipment in hotel management. They should introduce more employee training methods so that their employees can behave properly with the customers. Intercontinental Dhaka should monitor their staff so that there is no mean behaviour with the guest and to increase their customer accusation, they have introduced more marketing strategies in digital platforms as well as many other magazines because they have selected their targeted audience as they are the high-class peoples of the society. Lastly, it has been concluded that the revenue system of Intercontinental Dhaka will increase if they increase their customer retention by improving their technology, modern types of equipment, and good behaviour of staff with the customers. 
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[bookmark: _heading=h.30j0zll]Introduction
The Intercontinental Dhaka is considered one of the most luxurious hotels in Bangladesh, located in Central Dhaka, which is the capital of Bangladesh. It was established in the year 1966, and the government of Bangladesh is the owner of this Hotel, but later on, in the year 2011, the Hotel was renamed Ruposhi Bangla Hotel, and now it is owned by Sheraton. Sheraton took over this Hotel from the government of Bangladesh after the contract was over. William B. Tabler designed this Hotel. This Hotel was made before the independence of Bangladesh when Bangladesh was under the control of Pakistan, and this Hotel also played an important role in the independence and the political events of Bangladesh (Anisuzzaman et al. N D). During the negotiation and the transfer of powers from Pakistan to Bangladesh in the year 1971 during the liberalisation war, this Hotel played an important role because this Hotel played the role of the host during the political events and the independence of Bangladesh (Anisuzzaman et al. N D). 
Intercontinental Dhaka is facing some customer service issues due to the negligence of employees toward their guests. The customer service department of Intercontinental Dhaka is not trained to handle guests all over the globe. Due to a lack of training and a lack of a management monitoring system, the customer service department is facing issues in managing their customers all over the globe. 
In this report, the analysis has been done based on secondary data and qualitative data. The secondary data is the one which is gathered from other journals, magazines or other sources, and the qualitative data is considered as one which is rather than numerical-based data, which is gathered from other sources like articles etc. Secondary data is the data collected by someone rather than the primary user(Sileyew et al. 2019). The common secondary data source includes the records already released in magazines or channels, etc. The qualities and the characters define qualitative data. The data has been collected from the already published articles.
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Figure: Location Map
Source:  Google Maps (2023)
In this map, it has been located that Minto Road and hare road surround the position of intercontinental Dhaka. The Intercontinental Dhaka is located in the centre of the capital of Bangladesh that is Dhaka, and the position of the Hotel is very executive.
[bookmark: _heading=h.1fob9te]Analysis of the Issues
[bookmark: _heading=h.v79weug09due]PESTLE Analysis
Political factors:
· The political environment in the country can impact the number of tourists in Bangladesh. 
· The managers at the Intercontinental Hotel must support the employees and provide positive environment in any adverse condition (Arefin et al. 2020).
Economic :
· In 2023, the revenue in the travel and tourism market in Bangladesh is to reach US$ 1,853.00m. 
Social
· The people at the Intercontinental hotel come from different countries and speak different languages. There is a difference in the culture and the Intercontinental Hotel. 
Technological:
· The Intercontinental Hotel introduces new and advanced technologies in the hotel.
· The Intercontinental Hotel allows the customers to book the rooms online on their website. 
Legal:
· The government of Bangladesh imposes legal restrictions on the hotel industries and the tourists.  
· The government of Bangladesh encourages the hotel industry to promote eco tourism. 
Environmental:
· The government of Bangladesh has implemented green projects like Solar Home system, biogas plants, hydropower plants (Hossain, 2018) 
· Sustainable green practices are promoted by the government of Bangladesh in the Intercontinental Hotel. 
[bookmark: _heading=h.g76m5fyv49e0]SWOT Analysis
	Strengths

· The only international and luxurious hotel located in Dhaka (Baffoe and Roy, 2023).
· The brand is known for its luxurious hospitality.



	Weakness 

· Bad staff attitude- The issue with the adverse mindset is the way it influences the other business's staff members (Zimmermann and Renaud, 2019)
· Poor customer service. 

	Opportunity

· To grow internationally.
· It Has huge potential to develop its brand name in Bangladesh due to less competition. 

	Threats

· Competition threats from new hotels. 



[bookmark: _heading=h.hszlki9z4lv]TOWS Analysis
	SO

· Due to having less competition, it has a huge chance to develop.
· The prime location is the use opportunity for the hotel to develop itself.

	ST

· Increase the quality of services.
· Increase more branches and make the brand global.



	WO

· The prime location that is the capital of Bangladesh, Dhaka minimizes the weakness of the brand.



	WT

· The international Dhaka suite increases its service and makes itself available worldwide (Kawinkoonlasate, 2020). 



[bookmark: _heading=h.3znysh7]Lack of Communication
Among the most frequent complaints from Hotel service customers relates to an absence of interaction between the establishments and their guests. Considering some causes, hotel services have to be shut down, and customers will undoubtedly be dissatisfied if a feature or benefit they had planned to utilise is no longer accessible (Yacoub and ElHajjar, 2021). The management of InterContinental Dhaka should make every effort to inform current and potential guests about the state of restricted amenities to reduce shocks. ThereforeTheir, their financial situation greatly impacts the majority of clients' getaway plans. If they run into unanticipated costs after making their reservation, people are bound to be displeased (Lagiewski and Perotti, 2023). The staff of InterContinental Dhaka needs to be open and honest with their customers about costs and charges during the booking process and ensure their staff has documented confirmation of such costs available in case a problem develops. A lack of communication among InterContinental Dhaka's various hotel groups, such as among cleaning, customer service, and food service employees, is causing certain responsibilities to fall through the gaps and be neglected (Hassan, 2020). 
The tasks and objectives that every InterContinental member must fulfil are unclear as a consequence of an absence of interaction inside the organisation. The level of customer service that InterContinental Dhaka offers has consequently begun to decline as a result of group worker uncertainty and disagreement. The InterContinental Dhaka employs several young people in the Hotel and restaurant sector across a variety of socioeconomic origins, and perhaps this makes it more challenging for them to contact supervisors for assistance. The hotel management must present themselves as accessible and ready for both queries and comments (Ruiz-Equihua, Romero, and Casaló, 2020). This is possible to prevent problems from slipping between the gaps and inquiries from remaining unaddressed by periodically speaking with each group participant. When working together on initiatives and shifting duties, workers from various hotel divisions have communication problems. As a result, problems with communication between staff and visitors are also occurring at the InterContinental Dhaka Hotel. Unhappy guests may vent their frustrations on unaware hotel service supervisors as a result of insufficient interaction. 
[bookmark: _heading=h.2et92p0]Lack of Complimentary Supplies
The culinary excellence of the food is one thing that nowadays InterContinental Dhaka guests anticipate being high. To prevent such issues in the future, concerns regarding food need to be addressed immediately by the staff members who are in charge of making and serving the food (Kayikci, Subramanian, Dora, and Bhatia, 2022). This rule doesn't simply relate to in-room dining; complimentary meals offered in public spaces must be of excellent standard. Getting frequent opinions on the cuisine from clients and making the required modifications is the greatest method to prevent such grievances (Kumar, Rawat, Mohd, and Husain, 2021). Another area where InterContinental Dhaka falls short is in self-service in nature, which allows the hotels to cut staff workload by fifty per cent and speed up service to guests. InterContinental Dhaka struggles to give consumers a self-serve choice to reserve a hotel room and engage in room service so they may do it without interacting with an actual person. The Hotel's management must lessen the number of calls guests make to the front desk to ask routine inquiries, which they then have to follow up on on their behalf (Robinson et at. 2020). Clients at InterContinental Dhaka are having an unfavourable encounter with the Hotel's client service since they must wait long periods of the period for a callback. 
However, it might not seem like a particularly important item to think about, regardless of the sort of hotel customers are living at (e.g., complete service, restricted assistance, comfort, etc.), a lot of travellers will expect complimentary items like shampoo and conditioner, soaps, the beverage, and herbal tea (Pavlova, 2020). Even if the remainder of the experience is wonderful, the absence of these essential hotel amenities can, unluckily, lead InterContinental Dhaka to low visitor happiness ratings and unfavourable internet comments. Analysing the visitor's objectives as well as the stuff they respect most (or think is superfluous) is essential from a financial standpoint. Through the utilisation of such information, judgements may be taken on eliminating non-essential or seldom-used items and offerings in addition to introducing unfamiliar, in-demand ones, all per the expense and InterContinental Dhaka requirements. Among the hardest tasks that InterContinental Dhaka is tackling inside its hotel properties is determining the goods and offerings that constitute an element or the foundation of the company and impact its financial performance. InterContinental Dhaka sometimes encounters challenges that impede a thorough expense evaluation, directly impacting the financial viability of the other goods and services provided. These issues might include an absence of understanding, a shortage of patience, or an eagerness to swiftly introduce fresh offerings (Rangachari and L. Woods, 2020).
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Figure: Customer Satisfaction Resourcing Model.
Source: (ResearchGate, 2023)
[bookmark: _heading=h.tyjcwt]Poor Customer Service 
The achievement of a hotel's business may be impacted in many aspects by a poor guest experience. A hotel visitor who has an issue may create an unpleasant memory, whether by setting a security system while staying at the Hotel's premises or by affecting the rating with a negative internet comment (Sen and Bhattacharya, 2019). Effective hospitality companies and industry experts place a high priority on efficiently resolving customer concerns since they are aware of the way an unanswered client problem may negatively impact a hotel's profitability. The hotel sector highly values quick and efficient client care (Ukpabi, Aslam, and Karjaluoto, 2019). Clients within the hotel business are restless because they anticipate immediate assistance from the sector. It has been analysed that InterContinental Dhaka is also dealing with customer service issues with the front desk operator. The person working the front desk cannot speak with the kitchen staff and determine the cause of the holdup since they have an absence of appropriate, efficient client service technology (Rossitto, Korsgaard, Lampinen, and Bødker, 2021). This results in a postponed client settlement, negatively affecting overall client satisfaction. With the assistance desk reservations structure, hotels may record every concern regarding poor client service. Sometimes, hotels may purposely overbook their hotel accommodations to increase income. Although this can be economically viable, what happens is that people go up expecting a place to stay and are subsequently informed that there are actually zero accessible places. Poor customer service to clients' problems at the Hotel InterContinental Dhaka is upsetting angry guests who want an answer for why their accommodations are not available (Nagar, Shani, and Poria, 2022.). Service-related concerns are some of the most probable to be untrue or, at the very least, not entirely factually based on the detriment of guests as well as the settlement of any genuine problems that may develop. Any matter at the InterContinental Dhaka must be taken carefully. Each and everything related to service problems needs to be addressed with consideration and care (Shadmi et al., 2020). Express regret to the tourist and provide whatever InterContinental Dhaka offers that come nearest to meeting their expectations.
[bookmark: _heading=h.3dy6vkm]Bad staff attitude
Attitudes significantly influence many facets of company operations, including the workforce, the atmosphere at work, and the operations of the organisation as a whole. Client discontent, terrible working circumstances, and a decline in staff morale that leads to reduced efficiency are just a few issues that can arise from a negative mindset inside an organisation (Tzenios, 2019). The regular behaviour and conduct issues at its hotels are a topic that InterContinental Dhaka is combating. Hotel staff's arrogant, rude, and indifferent conduct is a frequent criticism they hear from visitors. It happens every day in hotels across the globe to make crude observations, to make fun of hotel customers, or perhaps to get involved in a fight with them. Considering the awfulness of the staff at the Hotel is to work accounts for almost half of the whole hotel experience (Stupart, 2020). The negative views of InterContinental Dhaka's employees are having an impact on how the organisation is managed. Workers at InterContinental Dhaka have grown indifferent and dejected due to extensively unfavourable mindsets, which adversely affect productivity. Clients are dealing with rude hotel staff, which is impacting the number of reservations (Voorhees, Fombelle, and Bone, 2020). An unfavourable work environment has resulted in negligence, bad decision-making, arrogance, inadequate evaluation of risks, and a propensity for shortcuts. Every one of these is harming the Hotel's reputation. InterContinental Dhaka personnel's unfavourable actions result in their customers developing a highly unfavourable view of them. The issue with the adverse mindset is the way it influences the other business's staff members (Zimmermann and Renaud, 2019). Poor employee attitudes are having a significant impact on InterContinental Dhaka's company or environment.
[bookmark: _heading=h.1t3h5sf]Lack of self-serve options
To assist the existing staff and continue to offer top-notch customer service notwithstanding present challenges, the hotel sector has grown more technological as well as data-driven during the last few years throughout the time brought on by a global epidemic (Sheng, Amankwah‐Amoah, Khan, and Wang, 2021). InterContinental Dhaka has had to manage its enterprises with a greater unpredictability than normal and change their strategy to anything from administration and staffing to technologies and promotion. The absence of self-service alternatives and the way it affects client encounters constitutes one of the greatest problems InterContinental Dhaka is now experiencing (Um, Kim, and Chung, 2020). Even while most companies value their customers, the hospitality sector places a premium on it as a key component of profitability. Because fewer personnel are accessible, guests have less positive expertise, which affects InterContinental Dhaka's image, repeat business, and others. The benefits of self-serve are becoming more and more obvious to clients (Koivunen et al., 2020). Additionally, as self-service options innovations like cashless transactions and online booking advance, firms within the hospitality area must strive to capitalise on the advantages they provide, which InterContinental Dhaka does not. There are no technological platforms at InterContinental Dhaka which guests may utilise to speed up communication with a business to obtain amenities. This may involve booking a hotel room, placing an eating establishment order, or performing any other contact the company wants to streamline (Özdemir, Çolak, and Shmilli, 2019). The visitor experience cannot be improved by redistributing workers to areas where their knowledge and personal touch are most needed. Business is struggling to raise revenue, enhance output, and cultivate more devoted guests. It is leading members of the team's morale to decline since they are no longer obliged to oversee various tasks because of workforce constraints.
[bookmark: _heading=h.4d34og8]Lack of Modern Equipment
Intercontinental Dhaka is a five-star hotel present in Bangladesh (Rafahat, 2022). There are many issues in this Hotel, but one of the common issues that are faced by the customers related to the service is the lack of modern equipment or the failure of equipment present in the Hotel in the rooms. The majority of the customers have to face failures in modern equipment. In Bangladesh and the intercontinental Dhaka, customers have to face problems related to air conditioning, lightning etc. (Rahman, 2020). Sometimes customers have to face a problem regarding hot water issues. Customers arrive at a hotel with a long journey, and sometimes they need hot water to relax, and hotels like Intercontinental Dhaka sometimes fail to provide hot water service and the equipment related to the hot water. Visitors inform the reception in rage and ask them to resolve the situation quickly, but due to some inconvenience, the staff of the Hotel cannot provide them with a proper service related to the modern equipment. Visitors have to face problems regarding no Wi-Fi or slow Wi-Fi. Poor Wi-Fi connectivity annoys the visitors and gives them a bad impression of the Hotel's service, and decreases the Hotel's reputation. Poor Wi-Fi creates a disturbance in the entertainment of the customers or the visitors who are visiting the hotels(Olorunsola, 2022). The Internet is one of the mandatory substances in today's world because, without the Internet, a person cannot travel to contact the rest of the world in a digital mode. Good Wi-Fi is needed to satisfy the customers. Guests sometimes become annoyed with the room's temperature because the room's uneven temperature due to no control over the thermostat or the AC causes disturbance in their level of satisfaction or their luxurious life. After all, Intercontinental Dhaka is one of the five-star hotels in Bangladesh, and the guests who arrive at this Hotel are high-profile VIPs or rich (Hossen, 2022). Zero control over the temperature may make guests too hot or too cold, which means the guest is offended. The guests in the hotels always expect high-quality foods and beverages from the hotel groups, but Intercontinental hotels are facing some issues related to the modern equipment in the kitchens to satisfy the needs of the customers. Some modern equipment is also needed to make good quality food and beverages. Some beverages have to be kept at a low temperature due to a shortage in the availability of model refrigerators or modern equipment in the kitchen. The hotel owner is not able to provide a high-quality beverage to their customers. There is a problem regarding the booking system due to the lack of digitisation in Bangladesh and the lack of modern equipment and software development (Hossain, 2022). Hotel changes have to face problems regarding booking, and customers or visitors are annoyed by them due to delayed bookings. These are the issues faced by the intercontinental hotels in Dhaka, located in Bangladesh, related to modern equipment. 
[bookmark: _heading=h.2s8eyo1]Recommendations
[bookmark: _heading=h.17dp8vu]Merger and acquisition
The introduction of new modern equipment will help Intercontinental Dhaka to serve its customers in a better way(Zerin, 2019). Intercontinental Dhaka should use the Merger and acquisition model to reduce their problems related to modern equipment because the increased finances will help them introduce more modern equipment (Hussain et al., 2022). In this model, intercontinental Dhaka should Merge their entertainment process and should acquire the customers one after another. New modern technology includes modern techniques as well as high-quality air conditioners by which hotels can enhance their service(Davronov, 2019). To enhance the service, the hotel chain must increase or introduce more modern equipment to satisfy the customers(Ali et al. 2021). Good Wi-Fi connectivity will help customers, visitors, and guests get satisfaction or full entertainment during their stays. Power cutting is one of the vital factors in Bangladesh because Bangladesh is a developing country, and due to having low budgets in various sectors, they have to manage themselves by shutting the power a few times (Nur-E-Alam et al. 2022). 
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Figure: Acquisition for innovations
Source: (Wang et al. 2022)
Intercontinental Dhaka is one of the biggest hotels in Bangladesh, so they need to introduce generators or inverters to meet the customer's demand. Intercontinental Dhaka can provide their supply to their guest during the power cuts so that the guest can become more satisfied and can enjoy their stays in The Intercontinental Dhaka. New model types of equipment also have to be introduced in the section of the kitchen because the guest is always enthusiastic and foreign guest is always searching for a new type of foods so for new foods hotels have to introduce new model types of equipment and more and more modern refrigerators to store various things so that they can meet the demand of the customers. They have to introduce or enhance their systems of booking so that customers do not face any problems regarding the booking system. They should introduce new software on their websites so that customers can easily book their hotel rooms from the website, and with an easy process, they can reach out to the management team. They should introduce a high-quality air conditioner or heater so that the room temperature can be controlled automatically as per guest needs. This is also to improve the quality of the equipment that they have presented because, with new modern techniques or modern equipment, they can gate more and more customers from various places of the world and with the impressive feedback by the customers they can enhance their business too. The introduction of new models of new equipment will enhance their service, and with the enhancement in the service, there will be an enhancement in the business (Gebauer et al. 2020). Good service in the sector of hospitals increases business because customers paper good service from the Hotel and the management group. So good service is necessary to increase the business and take the business to the Zenith. Modern equipment will provide a more luxurious life to the customers who arrive at the Intercontinental Dhaka with a good, luxurious life and proper feedback. Intercontinental Dhaka can increase their quality of service more and more and can serve more customers. As many customers the Hotel will serve as many as it can, earn more revenue and can develop itself. With the help of Merge and accusation, the intercontinental Dhaka wants to solve the problem regarding their modern techniques by using more and more modern techniques. They want to acquire more and more customers. Modern techniques of technology will provide customers with a luxurious life during their stays, so by providing them with a better luxurious life during their travelling or their stays in the Hotel, they want to Acquire more and more customers.
[bookmark: _heading=h.3rdcrjn]Customer Service
Poor customer service reduces the customers from taking the service to the Hotel (Cheng et al. 2020). InterContinental Dhaka has poor customer service like bad behaviour of the staff and many others like dates operating service or having not appropriate methods or staff to deal with the clients. Bad kitchen service from the Hotel etc. All this poor service provides a bad experience to the customers or the client, and this causes a reduction in the rate of revenue. Not only do these customers provide negative feedback against the Hotel, and this causes the availability of the guest to be reduced. Once a brand name declines, it takes time to gain back to its position (Seetharaman, 2020). To deal with poor customer service, the management group has to introduce more and more trained employees so that they can provide good service to the customers (Nayal et al., 2022). The management should increase more and more monitoring systems against their staff so that the staff does not Neglect the guests(Padma, 2020). 
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Figure: Relation of customer service with profit
Source: (Pakurár et al. 2019)
Intercontinental Dhaka should increase their customer service to enhance their business because customer service is one of the important sectors which generates more and more revenue in the sector of hospitality (Rafahat, 2022). With good customer service, there is a good acquisition of customers in the sector of hospitality (Johnson et al. 2020). People come to a place for enjoyment and for travelling. They want the area where they stay to behave properly and provide a huge service. The customer's main aim in the sector of hospitality is to get recreation and entertainment from the hotels, not only this good behaviour from the hotel staff. Intercontinental Dhaka should improve their customer service management. They should increase more and more. Intercontinental Dhaka has introduced new ways of training to their employees, like a weekly training method by which they have decided to provide them proper education regarding customer service towards the guest, and they also train them how to behave with the guest. They will provide knowledge about the psychological behaviour of the guest because every person has different psychological thinking, and dealing with them needs proper training and education regarding the behaviour of a person. So for good customer service, management has decided to provide proper knowledge and education regarding customer service behaviour.
[bookmark: _heading=h.26in1rg]Staff attitude
Intercontinental Hotel should provide proper training to the staff so they can behave properly with the guest (Awasthi et al. 2020). Stops are the ones who are involved with the guest from the root level. Staff attitude is important because, with a good attitude from the staff, there is a repetition of guests in the Hotel, whereas, with a bad attitude, the repetition of guests becomes null. Attitude determines the company's brand, the work atmosphere and culture, and the organisation's operation as a whole. Intercontinental Dhaka is dealing with the arrogant and rude behaviour of the staff with the guest(Alexander, 2021). With the repetition of the arrogant behaviour by the staff of the Intercontinental Dhaka, there is frequent negative feedback provided by the guest. This feedback declines the repetition of the guest from the world. The behaviour of the staff plays an important role in the hospitality sector of the hospitality industry (Ribeiro et al. 2020). The negative reviews provided by the guest against the employees created a decline in their generation of revenue. 
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Figure: Staff Behaviour
Source: (Simbine et al. 2022)
Intercontinental Dhaka should train their employees concerning their development of behaviour and should monitor their staff's behaviour towards guests. They should employ more and more trend employees to regenerate their brand name. They should punish the employees who are behaving in improper ways with the clients. They should also compensate the clients if they are facing any bad behaviour from their staff. In this situation, they should follow a discounted cash flow model to satisfy their customers by providing some complementary discounts against their staff's behaviour. Not only this, but they should also take action against their staff who are behaving improperly, and they should also produce their action paper towards their customers so that guests can believe that the Hotel has taken some actions against their staff. The management team of the Intercontinental Hotel should introduce some training processes like upgrading the skills of the employees, free training regarding Hospitality management, and good behaviour training. Management shoes take properly monitoring regarding skills management and proper training regarding their good behaviour towards the guest(Ergashev et al. 2020). The Intercontinental Dhaka had decided to introduce a proper monitoring system for the behaviour of the staff. They should increase the monetary system towards the staff and provide proper skill management training to the staff so that they can be with the guests properly. They should use different types of training methods like learning or coaching, job rotation, providing video materials related to the Hospitality sector etc. After completion of the training period, the organisation should conduct a proper taste regarding their skills so that proper evolution can be done regarding the behaviour of the staff. This will increase the staff's skills and help them behave with the customers properly. 
[bookmark: _heading=h.lnxbz9]Marketing
Intercontinental Dhaka has some marketing issues. Due to less marketing or bad marketing problems, they cannot accurately assess customers from around the world. They should target their audience and advertise or market their brand as per their targeted guest. They should provide good customer service and facilities to the guest because the brand is five-star, and their target audience is mostly the richest. They should provide more and more facilities and arrange more and more entertainment for the guests to satisfy their needs so that guests can provide good feedback. Intercontinental Dhaka can use this feedback in their marketing or promotion of their brands. They should follow 3 marketing channels: segmentation, positioning and targeting, and with these three channels, they can reach out to the world and satisfy the guests(Shah et al. 2020). Tourism is one of the important sectors which develop the Hospitality sector(González-Torres, 2021). Without the tourism sector, the hospitality sector cannot grow. So Intercontinental Dhaka should market their brand more and more so that with the look of entertainment provided by the sector of hospitality, there is an increase in the number of guests. With the increase in the number of guests, there is an increase in tourism, hospitality and revenue. All three are interlinked with the marketing system, so for a good marketing system, they must be targeted to an audience or selected guests as per the segment of the Hotel. Hotels should introduce more and more entertainment procedures and use that in the marketing channel so that more and more guests can be acquired by Intercontinental Dhaka, which can help them to generate more and more revenue(Zhai et al. 2022). Intercontinental Dhaka should introduce types of marketing strategies like the digital platform or the way of magazines because their targeted audience is upper-class people of the world. This will increase their revenue and increase their brand name. Marketing is necessary, and different types of marketing will create more and more revenue for them.
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Figure: Segmentation, Targeting, and Position.
Source: Self-made.
[bookmark: _heading=h.35nkun2]Enhancing Lack of Communication:-
To enhance the communication between the staff and the customers, there are certain parameters which must be followed:-
Training of the staff:- The training of the staff is mandatory and should be implemented properly. In training, the staff must get aware of all the policies of the Intercontinental Dhaka Hotel and follow them strictly. The head of the department should monitor the work of the staff regularly. The managers must conduct regular meetings to engage with the employees and discuss the problems faced by them and find solutions. The hotel management must be polite and strict at the same time with employees for a better work environment. Workers must feel safe and comfortable to discuss the problems with the managers. 
There must be good coordination between the staff and the whole management (Meher and Mishra,  2022). 
The Hotel must follow proper hygiene and sanitation. The staff must also receive disaster prevention training (Tsai, Linliu, Chang, and Mak, 2020). 
Honest customer feedback:  The hotel management must take honest feedback from the customers and include the shortcomings to improve their hospitality. The customers must be given proper guidelines regarding the amenities and facilities the Hotel provides. The specifications must be properly described in the simple and lucid language (Moon, Sung, and Kim 
2019)
Introducing the expectancy theory model:- Victor Vroom gave the expectancy theory. It is a well-defined theory that involves three key elements expectancy, instrumentality, and valence. As the word expectancy states, it is expected employees to be goal-oriented and dedicated to achieving them (Eccles and Wigfield 2020).
The employees should be encouraged by the managers. All the necessary resources must be provided to the Intercontinental Dhaka Hotel employees. Next is an instrumentality, which is an award for the good work done by the employees. It also states that there should be transparency among the staff of the Intercontinental Dhaka Hotel for the work done. Self-motivation is what defines valence; when employees are motivated, productivity rises at its peak (Chopra,2019). 
Fulfilling the desires of the employees, i.e., paying their salary on time, providing them with a positive work environment, helping them morally, giving regular promotions, discussing their issues, and resolving them (Rabiul, Shamsudin, Yean, and Patwary, 2023).
Specific short-term goals must be given to the employees, which are achievable. 
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Figure: The elements of the expectancy model. 
Source: (Harris, Hanks, Line, and McGinley,2017)
The Intercontinental Dhaka Hotel must follow the expectancy model strictly. It should encourage and motivate the employees by providing them with growth in the Hotel. The employees must be aware of their promotions and appraisals after achieving the targets. Employees must be skilled well for their development. The Hotel must keep a check on the behaviour and attitude of the employees toward the guests. Misbehaviour with the guests can lead to a bad reputation for the Hotel. All the employees must be disciplined and must be morally good to maintain transparency in the Hotel. The Hotel must keep a regular check on the hygiene of the staff, their uniforms, and the cutlery. The Hotel management must be strict, polite, and understanding with the employees to increase the revenue of the Hotel. 
[bookmark: _heading=h.mpejjggkltsh]Action Plan 
	Issues 
	Action
	Timeline

	Poor Customer Service
	The management team must teach more and more personnel to deal with bad customer service so that they can give clients good service.
	It may require 3 months to offer hotel employees proper training sessions. 

	Bad staff attitude
	The Intercontinental Dhaka should monitor staff behaviour towards visitors and instruct staff members about how to establish a good attitude. To revitalise their brand identity, they need to hire an increasing number of trend personnel.
	It will require 1 month of instruction and a staff observation period to solve the issue of bad staff attitude. 

	Lack of Communication
	Staff training is required and should be carried out correctly. The personnel must learn about and rigorously abide by all of the Intercontinental Dhaka Hotel's regulations throughout training.
	This may require 6 months of training to make a staff capable of having a healthy conversation with a client. 

	Lack of Complimentary Supplies
	InterContinental Dhaka is being advised to provide big numbers of complimentary accommodation materials inside wardrobes and cleaning areas throughout the hotel to make their guests as happy as feasible.
	This may require 1-2 weeks to analyse the requirement of clients' complimentary supplies and offer them proper complimentary supplies. 



[bookmark: _heading=h.1ksv4uv]Conclusion
The Intercontinental Dhaka is one of the finest hotels in Bangladesh, established in 1996. There are certain factors due to which the Hotel's revenue has decreased. The major issues are lack of proper communication with the employees, no new technologies included in the Hotel, increased causes of electricity failure,  poor network coverage, and misbehaviour of the staff with the guests. Certain cases of bad Wi-Fi and no electricity backup have decreased the Hotel's reputation by dissatisfying the guests. To resolve these issues, Intercontinental Dhaka must follow the expectancy theory model, which encourages the employees to be target-oriented as it will lead them to promotion or appraisal. It includes three key elements, expectancy, instrumentalisation, and valence. It is based on By implementing the feedback provided by the customer, improving the Hotel's interior, and maintaining the quality of the services they provide. Incorporating new modern technologies with a proper electricity backup is paramount, as it comforts the customers. The staff must be well-mannered and follow all the Hotel's rules and regulations. The higher authority must monitor the working of the staff, address their issues and resolve the solutions whenever required. Marketing is one of the key factors which is beneficial for the economic growth of the Hotel, and lacking in this regard can affect the Hotel's growth badly. By bringing change in marketing strategy, a significant improvement can be made. Three channels must be followed to improve marketing, i.e., segmenting, positioning, and targeting. It will eventually increase the revenue of the Intercontinental Hotel. The higher authority must monitor the hospitality and the behaviour. If the staff is found doing unethical work, they must be punished. On the other hand, management must have frequent meetings with the staff to let them share the issues and get solutions. An overall positive environment must be maintained at the Intercontinental Dhaka Hotel with the guests and the staff as well.
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