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Executive Summary 

The problem or issue: This consultancy report has been developed to identify the key challenges that "Clarion Hotel New Orleans - Airport & Conference Centre" was facing in their business operation. After evaluating the customer's review, it was determined that this chosen company was dealing with some negative feedback. One of the major negative feedback items was on hygiene issues like filthy beds and bathrooms and bugs in abundance. At the same time, customers have trouble making phone calls due to poor internet services. In that consideration, it has been observed that the management was rude, the quality of food was not addressing the customer’s requirements and staff services were poor. Poor employee training was considered the major cause of this service quality. This negative feedback has damaged the image of “Clarion Hotel New Orleans - Airport & Conference Centre” due to poor ratings in online reviews. 
Key findings: In this report, multiple frameworks have been used to analyse the internal factors and external factors that have either delivered opportunities or threats for "Clarion Hotel New Orleans - Airport & Conference Centre". In the PESTLE framework, the political stability index in the USA has been provided and it marks an unfavourable situation for the growth of “Clarion Hotel New Orleans - Airport & Conference Centre” due to extreme challenges. At the same time, it has been analysed that the current political environment of the USA has offered extreme challenges for the hospitality industry. The inflation rate has been provided and it is a marked increasing rate of price and services in the USA it does not provide an opportunity for the growth of "Clarion Hotel New Orleans - Airport & Conference Centre" in context to retaining customers at an affordable price range. In findings, the Purchasing Power Parity has been discussed under social factors and it has been identified that the current government in the USA has invested huge amounts to increase their modern innovation. However, a Blueprint for decarbonising has been undertaken by the US government and “Clarion Hotel New Orleans - Airport & Conference Centre” needs to consider that their current action should not harm people or the planet. 
Considering the above discussion, a SWOT analysis has been conducted to evaluate the internal strengths and weaknesses of "Clarion Hotel New Orleans - Airport & Conference Centre". In that consideration, TOWS analysis has been presented to highlight the future implications of this hotel. The prime location of "Clarion Hotel New Orleans - Airport & Conference Centre" which is located near the Louis Armstrong International Airport can develop a potential benefit in attracting more customers due to easy accessibility in location. On the other hand, a strong strategic position can help "Clarion Hotel New Orleans - Airport & Conference Centre" to overcome the barriers that are related to intense composition in the hotel industry. 
Analysis of the key findings: 
On the analysis of the key findings, it has been recorded that, the selection of problematic situations has developed the situation of selecting and evaluating current issues of the Clarion Hotel New Orleans-Airport and Conference Centre. In this analysis, a certain selection of detailed frameworks related to external factors through PESTLE analysis has been recorded in which both opportunities and threats related to these selective external factors have been described. On the other hand, in preparation for the SWOT analysis framework, this business organisation and its strengths along with weaknesses have been described based on the current political and socio-economic conditions. Based on these findings, certain evaluations of the upcoming opportunities and threats have been recognised while helping to create TOWS matrices based on the key findings. On the other hand, the selection of issues related to business compatibility and readiness has been recognised while having an impact on business growth and competitive stance. However, problematic solution identification and their impacts on business and revenue growth have been also included in which certain formation of the business operational activities and their impacts have also been decorated based on evidence and issues recognition. 
Recommendation to the client:
In terms of finding the key aspects of the problematic situation, certain recommendations have been reformed while helping this business establishment enhance its business position. Recommendations like managerial behaviours change based on proper employee training and shifting modules have been included while discussing the benefits of including the overall perspective of the customers with their intention of booking through its dedicated websites. In the case of problematic situations like poor internet service, mitigation factors like improved LAN modules, personalised Wi-Fi systems and better bandwidth have been included while developing a certain action plan to deliver the possibilities of growth. However, the selection of employee training and digital learning have also been included in this phase while producing the solution of continuous feedback and improvements criteria. Besides, proper hygienic training for the employees with hygiene protocol standardisation has also been mentioned in this study. 
Conclusion:
In this phase, the entire study has concluded with the key findings and their evolution in which solutions of the problematic section and their effectiveness have also been described while leaving a certain impact on modern-day business criteria. This phase has described the overall conclusion of developing a particular action plan in which broad achievements have been concluded while depicting its impact on business. Moreover, a particular analysis of business development and criteria along with futuristic impacts have been mentioned in this phase. 
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Introduction
Background of the company
In this report “Clarion Hotel New Orleans - Airport & Conference Centre" is the chosen hotel, which is located on Willam Blvd, Kenner, LA, USA. It provides amenities like an outdoor pool, restaurant services, free shuttle to the airport and free Wi-Fi services (Choice Hotels, 2024). It also has bar and banquet hall services followed by a grand ballroom that can allow one hundred people, and six salons (Choice Hotels, 2024). "Clarion Hotel New Orleans - Airport & Conference Centre" can host 80-200 apiece and rooms for more than 70 people (Choice Hotels, 2024). Overall, it provides a perfect outdoor experience addressing the customer's expectations. 
Background of the consultancy firm
The consultant firm is as a professional consultant of the company, this report is required to present the key challenges faced by “Clarion Hotel New Orleans - Airport & Conference Centre” in their service department. This consultancy firm will collect information from their own company which is Clarion Hotel New Orleans - Airport & Conference Centre” so that they can identify specific issues and recommend the best possible solutions. 
Key areas this consultancy report will cover
Customer satisfaction and quality service are directly associated with the downfall of the hotel industry. There is a need for improvement in service quality within the hotel industry (Apfiasari and Rimawan, 2023). In that consideration, this report will highlight the key issues faced by "Clarion Hotel New Orleans - Airport & Conference Centre" It has been observed that management was rude, staff services were not satisfactory, and hygiene was bad (Trip Advisor, 2024). Service quality is considered the key aspect in the hotel industry because customer satisfaction determines the success of the company (Mardhotillahet al. 2023). This consultancy report will highlight the key issues that “Clarion Hotel New Orleans - Airport & Conference Centre” is facing in their service department.
Customer satisfaction is considered one of the major challenges that the hotel industry faces in their daily operation. The managerial challenge in professional services like travel, tourism and hospitality includes knowledge intensity and a high level of engagement with customers (Brandon-Jones et al. 2016). Service innovation adversely affects the value of expectations and customers' decisions in the context of staying at a hotel (Setianingsih and Nursaidah, 2023). Beverage, food, room division and secondary services at hotels affect the concept of perceived usefulness by the customers in the hotel industry (Alma Çallı et al. 2023). In that consideration, this report will discuss staff services and food quality service along with hygiene factors that have affected the customer's perceived usefulness in this hotel. The internal factors that have negatively affected the customer's rating will be evaluated through conducting a SWOT analysis. On the other hand, the external environment will be identified through conducting a PESTLE analysis. PESTLE is a technique which is used to identify the economic, political, technical, social, environmental, and legal factors that affect the business environment of an industry in a particular way (Dalirazar and Sabzi, 2023). PESTLE is a framework used to analyse the impact on the industry (Nkang, 2023). Further, TOWS will be conducted to analyse the future vision of this hotel so that this consultancy report can recommend the best strategies for further development.
This report will incorporate multiple frameworks like PESTLE analysis, SWOT, and TOWS to evaluate the factors that have either provided an opportunity or threat for "Clarion Hotel New Orleans - Airport & Conference Centre". The main intention behind using this framework includes identifying the main strengths and weaknesses of this company while evaluating the external factors that can develop a favourable opportunity for them. Further recommendations and action plans will be developed to address the key issues that will be identified in this report to promote sustainable growth in this hotel. Change management will be incorporated to address the specific issues. 
Analysis
Describe the issue faced by the chosen hotel.
The customers have faced the issue of refund for the next trip bookings and hygiene was another main issue that customers have faced (Trip Advisor, 2024). This hygiene issue includes filthy bathrooms and beds along with dirty carpets, broken plumbing, and bugs in abundance. One of the major issues that customers have faced in “Clarion Hotel New Orleans - Airport & Conference Centre” was internet issues and thus the customers have faced the trouble of making phone calls and getting access to free- Wi-Fi (Trip Advisor, 2024). Moreover, the staff were terribly slow, the management were rude, and their services were not up to the mark. It took almost 15 mins to provide breakfast at the host desk and it highlights dissatisfaction with the food service experience. Even though there was no shuttle and no hot water in the room the quality of food was bad (Trip Advisor, 2024). It marks the major issues that customers have faced when they have visited “Clarion Hotel New Orleans - Airport & Conference Centre.” 
Feedback reflecting issues in the service segment. 
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Figure 1: Negative feedback by customer 1
(Source: Tripadvisor, 2020)
This picture depicts the negative feedback that “Clarion Hotel New Orleans - Airport & Conference Centre” is facing due to poor service of the employees [Refer to figure 1]. It highlights the issues related to hygiene, internet service and room experience. 
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Figure 2: Negative feedback by customer 2
(Source: Tripadvisor, 2019)
The above figure highlights similar negative comments faced by the customers in “Clarion Hotel New Orleans - Airport & Conference Centre” [Refer to figure 1]. It shows the customers have not received any facility receiving hot water and thus they have received poor feedback. 
How it is affecting the hotel
Hygiene has a positive relation with growth in the hotel industry and addressing the customer's expectations. Strategic decision-making can overcome crises in the firms (O'Mahoney, 2021). Hotel cleanliness is considered the major attribute in enhancing the quality of customer satisfaction (Juliana et al. 2021). Moreover, hygiene management helps to minimise the indirect damage to the hotel industry (NHS, 2020). In that consideration, it has been identified that Botleigh Grange Hotel has been shut after the reveal of bad press on food hygiene and it does not address the food safety inspection (BBC, 2020). Foodservice and food safety are considered vital aspects to improve performance in the hotel industry (Mastilović et al. 2024). Moreover, internet connectivity is considered to deliver a competitive advantage in enhancing guest services in the hotel industry (Myat et al. 2023). From the above discussion, it can be inferred that hygiene factors and primary factors like poor service of the staff, less access to internet service and bad food quality are likely to dissatisfy the customers thereby resulting in bad reviews and losing customers in this hotel. In this way, "Clarion Hotel New Orleans - Airport & Conference Centre" is getting affected by bad reviews in their service department. 
The main causes behind this issue
One of the major reasons behind this factor can be a lack of employee training who fails to deliver exceptional service to their customers. Employee training and partnership in hospitality help to enhance the quality of service (González-De-la-Rosa et al. 2023). Poor employee training is the main cause behind lack of service and inability to deliver efficient and productive services which tends to lose their job satisfaction and confidence level. At the same time, lack of confidence and training does not allow staff to provide good quality service food and hygiene facilities in Clarion Hotel New Orleans - Airport & Conference Centre". On the other hand, outdated equipment and poor wireless network infrastructure can be considered as the major cause behind issues in internet services. For instance, Marriott has faced issues on the internet, and they have also dealt with data breach lawsuits that have developed serious consequences for customers and for them (The Guardian, 2020). It marks the internet issues faced by the hotels on the grounds of protecting the confidential information of the customers. 
Its reputation, scope, and income 
After evaluating the overall discussion, in this section, it is obvious that negative feedback has damaged the goodwill of "Clarion Hotel New Orleans - Airport & Conference Centre". Negative feedback from the customers can develop negative feelings within the employees. 
Negative feelings towards hospitality service can lead to being laid off and it becomes difficult to operate the industry (Popa et al. 2023). Moreover, negative reviews make customers aware of the hotel's existence and thus lower the impact on the company (Halvorsen et al. 2024). Hence, it can be inferred that negative reviews of the customers have resulted in the loss of customers in "Clarion Hotel New Orleans - Airport & Conference Centre" thereby reducing the income level of the company. 
PESTLE analysis
	Factors 
	Evaluation 
	Impact

	Political 
	In the case of the USA, political stability recorded 0.40 on average in 2022 while dropping to around -0.01 compared to 2021 (PR Newswire, 2023). Additionally, 47% of the total hospitality organisations recorded extreme challenges in the “current political environment” within 2021 as per the survey report of the “ESG Centre survey” (The Global Economy, 2022). 
	High 

	Economic 
	The inflation rate of the USA is recording an increase of around 2.5% at the end of 2024 while increasing the price of commodities and services (US Inflation Calculator, 2024). 
	High

	Sociological 
	The “Purchasing power Parity (PPP)” index has recorded the 9th Rank for the USA as per the calculation of 2022 (Dyvik, 2024). 
	High

	Technological 
	The US government has announced an investment of around 504 million EUROS in its 12 technological hubs to increase modern-day innovations (Whitehouse, 2024). Additionally, this country has targeted to invest around 2161 billion euros in its technological and research development within the fiscal year 2027 (Statista, 2024b). 
	Moderate

	Legal
	The US government has amended “Article 2 of the Uniform Commercial Code” in terms of observing hotels and restaurants' activities, especially in their offered services (Law, 2024). On the other hand, the amendment of the “Assembly Bill 1958” has thoroughly focused on a “brand-wide loyalty programme” and logistic support while protecting the consumers from any mischievous activities (Wroten, 2023). 
	High 

	Environmental
	In terms of reforming the environmental condition, The US government has taken the “Blueprint for decarbonising US buildings by 2050” while aiming to reduce its overall carbon emissions by 90% by 2050 (Energy, 2024). Besides, this country has rejoined the “Paris Agreement” to reduce overall greenhouse gas emissions by around 50-52% in 2030 from all its business sources (Whitehouse, 2021). 
	Moderate


Table 1: PESTLE analysis 
Opportunities
Technological: Technological evolution can be helpful for the Clarion Hotel New Orleans-Airport and Conference Centre in maintaining its better website and social media presence. Besides, choosing modern-day technologies like data analytical tools can provide perfect insights into customer data while targeting better revenue.
Economic: In terms of the comparatively higher inflation rate, offering services like hotel rooms and conference halls will be increased in the case of Clarion Hotel New Orleans-Airport and Conference Centre. For instance, 
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Figure 3: The USA's GDP growth
(Source: Statista, 2024a) 
The USA has the highest GDP rate of around 27.36 trillion USD making it one of the strongest economic superpowers in the world (Statista, 2024a). This can be helpful for this organisation and will be beneficial in achieving better revenue due to GDP growth.
Environmental: Focusing on this factor, environmental sustainability in business can be helpful for the Clarion Hotel New Orleans-Airport and Conference Centre, especially in developing its brand image while attracting foreign tourists in increasing overall sales margin. 
Threats 
Political: Evaluating this factor, the Clarion Hotel New Orleans-Airport and Conference Centre will face issues in maintaining its efficient business due to political stability. On the other hand, the organisation will face critical issues in attracting foreign travellers due to these external issues.
Sociological: Analysing this factor, certain issues of talent acquisition and employee hiring can be recognised as critical issues for this hotel. For instance, focusing on the unemployment number, the rate has decreased to around 3.7% for adult men and 3.5% for adult women workers in the USA as per the calculation of 2024 (U.S BLS, 2024). On the other hand, service issues due to fewer employees and proper hygiene maintenance will appear hostile, as the Americans can choose better hotels with other facilities at the same price depriving this organisation. 
Legal: Following this factor, grievances from the clients along with incontinence issues can be harmful to sustaining the hotel’s reputation while pushing it toward permanent shutdown of the business. 
SWOT analysis
	Strengths 
	Weaknesses

	· The strategic position of the Clarion Hotel New Orleans-Airport and Conference Centre can be considered its bigger strength while placed near the Louis Armstrong International Airport. This Airport has recorded a traveller visiting records of around 73196 International passengers within the mid-quarter of 2024 (Flymsy, 2024).
· A diverse culinary scene can be recorded related to this organisation while attracting a large number of domestic and foreign visitors. 
· Another strength can be recorded as the “good climate-year-round” of Los Angeles while providing certain scopes of getting customers for this organisation in a fiscal year.

	· Facing higher competition due to its strategic position in Los Angeles can be considered as the prior weakness of this hotel while increasing its overall operational costs. 
· A higher reduced formation of “daily rates” in the Los Angeles hospitality industry of around 224 euros per day has increased the chances of inflation while directly impacting this organisational operation (Statista, 2022). 
· Customer disengagement due to hygiene and service operation problems can be considered another prior weakness while placed in a strategic business position like Los Angeles. 

	Opportunities 
	Threats

	· Growth of experience dining along with staycations among the American people can develop better opportunities for this organisation while helping it to increase its business revenue with a sustainable business position. 
· A growing number of online hotel bookings through digital media including Tripadvisor has increased by around 11% in the USA by 2024 (Bashir, 2024). A massive presence on these sites can be helpful in getting more customers for this organisation. 
	· The hospitality industry in Los Angeles has faced severe business showdown cases due to service unavailability in post-pandemic times at around 15-25% by 2020 (Major, 2020). This can be a potential threat to this organisation in the upcoming fiscal year. 
· Rapid changes in customer preferences due to online reviews and service incompatibility can be considered a prior threat to this organisation while losing its potential customer base. 


Table 2: SWOT analysis 
TOWS analysis to highlight the possible future direction



	
	Strength 
	Weakness

	Opportunity 
	Strength/opportunity 
	Weakness/Opportunity 

	
	The current strategic position of Clarion Hotel New Orleans-Airport and Conference Centre is based on placing their location near Louis Armstrong International Airport. 
(Flymsy, 2024). The number of online hotel bookings is growing in the USA (Bashir, 2024). Hence, this prime location can help Clarion Hotel New Orleans-Airport and Conference Centre attract more customers due to less distance from the airport. 

	Despite facing high competition in the USA hotel industry, strong strategic operation and planning can help Clarion Hotel New Orleans-Airport and Conference Centre retain more customers. 

	Threat 
	Strength/Threat
	Weakness/Threat 

	
	A diverse culinary scene has been recorded in related organisations and it can develop a challenge for Clarion Hotel New Orleans-Airport and Conference Centre in case their employer does not receive sufficient training. 
	Customers' disengagement due to poor service operation and hygiene has been noted (Trip Advisor, 2020). This can develop a rapid change in customer preferences, and they can switch to other hotel companies. 


Table 3: TOWS analysis 
Recommendation and change management
Recommendation 1: Employee training and digital learning to improve slow and poor staff services.
Lewin's change management 
The concept of Lewin's change management model is based on the idea of restraining forces that influence the behaviour of an organisational and the person within the firm. Lewin has suggested that the manager needs to sustain change in their business operation through cheerful outlook, rewards, and recognition (Anjum et al. 2024). Lewin's change management model is highly recommended for managing the change process when it is required the most (Vrcelj, 2023). Lewin has developed a three-step change model that includes "unfreeze, change and refreeze" (LinkedIn, 2022). While considering the issues that have been faced by "Clarion Hotel New Orleans - Airport & Conference Centre", it has been observed that poor staff service was mentioned in the feedback (Trip Advisor, 2019). In that consideration, it has been recommended to deliver employee training and digital learning. 
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Figure 4: Lewin's Change Management Model 
(Source: LinkedIn, 2022)
· Unfreeze: Customers are not satisfied with the services that are delivered by the staff in “Clarion Hotel New Orleans - Airport & Conference Centre.” Offering quality services helps to address customer satisfaction in the hotel industry (SWAMIDOSS et al. 2023). In that consideration, it has been analysed that continuous training helps to enhance the quality of service of the employers in the hotel industry (Ezzaouia and Bulchand-Gidumal, 2023). Hence, there is a need for change and the management should encourage change to address the customer's needs by empowering the employees. 
· Change: The HR department and the senior management are required to ensure that their staff are aware of the company's culture and values. It has been mentioned by Arnold and McClure (2023) that good communication skills help to train employers, and it helps to boost their performance levels. Therefore, good communication is essential for the employees in hotels and effective training can help to reduce errors. The expectations of their job role should be clarified, and all the team members are required to follow briefly to achieve the desired goal. On the other hand, it has been observed that Hyatt has developed a platform that offers "Innovate Education,” and the core mission is to develop the digital and core skills of their staff (Hyatt, 2024). Therefore, it can be recommended that "Clarion Hotel New Orleans - Airport & Conference Centre" deploy digital learning and training for their staff, so that they remain up to date with the daily information and brief. In this way, staff can deliver quality service, and customers can meet their desired expectations which results in fewer chances of receiving negative feedback. "Clarion Hotel New Orleans - Airport & Conference Centre" may require £40000 to implement the necessary measures. 
· Refreeze: In this stage, Clarion Hotel New Orleans - Airport & Conference Centre” need to coach their employees continuously, so that employees can boost their confidence and deliver the best quality services for their customers. 
Recommendation 2: Develop a house-keeping strategy to improve poor hygiene service.
ADKAR Change management
The ADKAR model is based on change management, and it was developed to guide the overall change in an organisation (Indeed, 2024). "Clarion Hotel New Orleans - Airport & Conference Centre" can use this model to find the exact barrier that keeps their staff moving through each step and help them develop their performance level. 
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Figure 5: ADKAR Model 
“Clarion Hotel New Orleans - Airport & Conference Centre" can implement this model in the following way:
· Awareness: It has been observed that the chosen hotel is dealing with a poor rating in hygiene factor [Refer to figure 1]. Online hygiene rating has a significant impact on the consumption of hotel services (Sun et al. 2023). Therefore, hygiene is considered an important factor in the hotel industry and poor ratings in hygiene services should be considered a serious awareness. Based on these premises, it has been recommended to develop a “house-keeping strategy” to improve the housekeeping and hygiene services in “Clarion Hotel New Orleans - Airport & Conference Centre.” 
· Desire: The employees and senior management of “Clarion Hotel New Orleans - Airport & Conference Centre” are required to be serious about this matter and thus a change in strategy is required to be implemented as soon as possible. Without developing the best “house-keeping strategy,” it is impossible to retain customers at "Clarion Hotel New Orleans - Airport & Conference Centre". 
· Knowledge: This step is inside knowledge that is required to implement this change. In this stage, staff training is required because employees are required to be educated in hygiene factors. These hygiene factors include handwashing, avoiding cross-contamination, cleaning toilets regularly and washing bed sheets to avoid transferring infection or diseases. The training program helps to customise employees' performance and their quality services (Jahmani et al. 2023)."Clarion Hotel New Orleans - Airport & Conference Centre" needs to invest in cleaning equipment that will ensure using the right tools for the right work. Sanitation and hygiene are required to be implemented in hotel and conference centres to enhance the quality of services (Ferdianyah and Octavy, 2024). Regular checking is required to keep up to date that information regarding cleaning services and address the standards of hygiene. 
However, it is important to develop a checklist to ensure that all the rooms are cleaned properly while keeping the communal areas clean. Feedback has been suggested to develop, so that "Clarion Hotel New Orleans - Airport & Conference Centre" can monitor and screen the direction of the cleaning procedure. In this case, coordination is required to develop the best standard of cleaning. 
· Ability: Investment of proper cleaning equipment is required and educating employees in hygiene can help the staff in improving the standards of hygiene thereby enhancing the quality of service and minimising the chances of receiving negative reviews. For implementing the overall measures that have been planned by "Clarion Hotel New Orleans - Airport & Conference Centre" it required £2000. 
· Reinforcement: It is the final step; it includes the follow-up process to ensure that the change strategy based on the new "house-keeping strategy" is permanent in "Clarion Hotel New Orleans - Airport & Conference Centre.” 
Recommendation 3: Increasing the motivational factors to control behavioural changes. 
As per the view of Hwang et al. (2021), a particular selection of motivators inside an organisation, can increase employees' operation readiness in terms of meeting corporate goals while reducing dissatisfactory factors among them. Based on this statement certain identification of both satisfactory and dissatisfactory reasons can be recommended while having the advantages of reducing issues like bad managerial behaviours. Providing achievements along with various “managerial excellence programmes” can be helpful for the decision-makers in enhancing managerial opportunities while managing customers inside tough business conditions like harsh competition and increased “employment rate” (Chen et al., 2023). In the case of a higher employment rate in the USA, a certain selection of people skills with personal recognition can be helpful for the Clarion Hotel New Orleans-Airport and Conference Centre in sustaining its overall operational excellence while having the opportunity to increase overall revenue in raising the same salary structure. However, Lee et al. (2022) argued about the reallocation of services to avoid certain chances of “limited opportunity and service psychology” among managers while increasing the chances of developing rude behavioural instincts. Following this statement, certain recommendations of “automated interdepartmental changes” can be suggested while taking the analytical tools and evaluation of the performance management to implement this thing. As opined by Koncar et al. (2022), the introduction of "feedback-driven services" in the workplace culture can be helpful for the managerial post in terms of sustaining its business opportunities eventually while increasing the chances of growing operational readiness throughout the business operations. In the case of Marriot, this hospitality industry-related organisation has involved its “employees choice position” to improve its overall workforce well-being while helping them to provide their efficient performance as per the calculation of 2022 (Marriott International, 2023). As a result, the organisation has recorded a marginal growth in “tangible assets acquisition” at around 18.1 billion euros within the fiscal year 2023 (Marriott International, 2023). The Clarion Hotel New Orleans-Airport and Conference Centre can take these recommendations to impede its managerial behavioural changes while fostering rapid growth in upcoming business years. On the other hand, the identification of managers' Hygiene and motivational factors can be helpful for this organisation in improving its managerial behavioural stance while implementing “Herzberg's Two-Factor Theory” can be purposive while targeting to foster change management. 
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Figure 6: Herzberg’s Two-Factor Theory
(Source: Arasli et al. 2020)
As per the view of Arasli et al. (2020), “Herzberg’s Two-Factor Theory” can set “two different sets of distinct” including “Hygiene factors” and “Motivators” while helping employers to set proper workplace settings to ensure interpersonal growth and achievements. Following this statement application of “Incentivising positive behaviours” along with a “motivational peer support network” inside the workplace can be recommended while reducing the anger and dissatisfactory issues among the managers to manage clients effectively. Implementing these recommendations, the hotel must spend 55000 euros as an estimated budget while involving measures like employee engagement and employee turnover rate at the end. 
Recommendation 4: Changing the formation of the intake module and service dimensions.
In terms of improving the internet facilities inside the Clarion Hotel New Orleans-Airport and Conference Centre, certain recommendations of the following “consistency of service delivery” can be adopted while having the opportunity to serve the customer better services. 
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Figure 7: The SERVQUAL model
(Source: Jonkisz et al. 2021)
As per the view of Jonkisz et al. (2021), implementation of “The SERVQUAL model” in organisational operations, especially in increasing internet speed can be helpful while consisting of five main layers including “Assurance, Tangibles, Empathy, Reliability and Responsiveness”, respectively. In the case of increasing internet speed, certain applications of “upgrading bandwidth capacity” to ensure “wi-fi room services” can be recommended while helping hoteliers to improve their business growth and service compatibility. As per the view of Stevićet al. (2021), the implication of “redundant server system” along with “backup internet service providers” can be helpful for a certain organisation to ensure “uninterrupted services” while helping the owner to achieve a better brand reputation to serve customer requirements. Following this above statement, certain applications of local bandwidth servers with local internet service providers can be recommended for this hotel while having the opportunity of better technological advancements of the USA with technical growth. On the other hand, assuring better security and rigorous test internet services along with LAN monitors can be helpful for hotel owners in improving the service speed while having the benefits of decreasing complaints in the upcoming fiscal year (Narayan et al. 2022). Following this statement, it can be recommended that the Clarion Hotel New Orleans-Airport and Conference Centre amalgamate “password-protected services” for each room with a resolute “transparent communication LAN module” while having the benefits of sustaining its internet service as compared to its potential competitors.
As opined by Jou and Day (2021), “advanced cyber security measures” with the help of installing the latest “firewalls”, “encryption systems” and “virtual private networks (VPN)” can be helpful for business owners, especially in hospitality services while having the advantages of bypassing any problematic issues in the long run. On the other hand, the installation of sufficient access points inside the rooms and different LAN portals for the service providers can also be recommended while having the opportunity to ensure better business opportunities with reduced complaints. Based on the observation of Papademetriou et al. (2023), installation of “Customised Wi-Fi” packages for room services in the hospitality industry-related organisations can help sustain their business while providing certain advantages of “tailored bandwidth” and “instant issue resolution”. Based on this statement, certain applications of a monitored “automated internet system” can be recommended for this hotel by which the owners can improve overall “feedback mechanism momentum” while having the opportunity to impede its business reputation as compared to previous fiscal years. Applying this recommendation as a medium-sized enterprise, this hotel must spend a marginal amount of around £5500 while focusing on visitors' online engagement rate and overall hotel bookings through websites. 
Action plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date 
	Planned Budget

	1.
	Lack of employee’s serviceability with poor service quality 
	As per the view of El-Said et al. (2020), the implementation of digital learning processes like a “learning management system” along with “interpersonal skill” development can be helpful for an organisation to solve employee service issues. Moreover, setting a proper mechanism for finding “feedback loops” can be helpful in mitigating this problem. 
	Improvement in employees' working style and interpersonal confidence can be increased while helping the organisation to increase its brand reputation while attracting customers. 
	3-4 months 
	21/03/2025
	£40000

	2.
	Unhygienic issues inside the hotel
	Based on the observation of Rawal et al. (2020), the implementation of “Comprehensive cleaning training” among the workforce and “Chemical equipment and safety training” can be helpful for an employee to mitigate hygiene issues. On the other hand, the implementation of a “Standardised cleaning protocol” among the staff can also be effective in mitigating this problematic issue. 
	An “improved gusset satisfaction” can be noticed while having the benefits of increasing “positive reviews” and “repeat bookings.”
	1-3 months 
	25/04/2025
	£2000

	3.
	Managerial hyper behavioural issues 
	As opined by Shahane, R., and Fernandes (2021), implementation of emphasised operational keys including “Responsiveness, Problem-solving and effective communication” can be practised within the organisation while having the benefits of controlling employees' behavioural changes with a certain impact. Moreover, providing “incentives for completion” of the targeted solvents can also be applicable while providing better opportunities to reduce this problem. 
	In terms of applying this solution, increased brand reputation with better profitability can be recorded while having the benefits of sustaining its business position in a competitive market like Los Angeles. 
	5-6 months 
	28/05/2025
	£55000

	4. 
	Inadequate digital service facilities 
	An amalgamation of “mobile app integration” for the service providers along with customers after “Check-in” can be followed while having the benefit of getting higher internment speed inside the hotel. Moreover, partnerships with renewed organisations like “Cisco Meraki” or “Google Fiber” can be helpful in mitigating this problematic situation. 
	“Reduced complaints” through online and offline communication channels can be recorded while having the benefits of recording an “enhanced hotel reputation” in the upcoming fiscal year. 
	1-2 months 
	29/07/2025
	£5500


Table 4: Action Plan 
Conclusion
In this report, "Clarion Hotel New Orleans - Airport & Conference Centre" was the chosen hotel and it has been observed that they faced several challenges in their service department. It includes hygiene issues, poor staff performance, poor internet service and dissatisfaction with the food service experience. This factor has affected the reputation of "Clarion Hotel New Orleans - Airport & Conference Centre". Poor employee training has been considered the major issue behind all these negative reviews. The evolution of technology moves in favour of supporting growth by providing perfect insights into customer data. At the same time, it has been observed that environmental sustainability is considered a key concern in the hospitality industry and the current political stability does not move in favour of supporting growth for "Clarion Hotel New Orleans - Airport & Conference Centre". Evaluating the overall study, certain importance of finding various issues and problematic situations has been recorded while having the importance of self-procurement and business analytical growth for the hotel has been recognised. On the other hand, the implementation of two renewed frameworks SWOT and PESTLE has been conducted in terms of evaluating various external factors and their impacts on this organisation while discussing analytical points based on various opportunities and threats. In the case of evaluating SWOT, various strengths and weaknesses have been recognised by which opportunities and threats also formed while providing a clear deception of the upcoming business issues. In the case of identifying problematic issues, four major problems have been eradicated in which managerial anger issues and misbehaviour with service implementation have produced the prior problematic thing while running a proper business. On the other hand, issues like internet problems and the quality of bad food, unhygienic facts have produced a certain recognition of pyro issues while searching for recommendations in mitigating these problematic facts. On the other hand, an action plan has been developed with the help of actual implementation tactics while having the benefits of organisational achievements and budgetary allocations. Evaluating this study, it can also be noticed that following these recommendations can increase the overall brand reputation of the selected organisation in the upcoming fiscal year while providing its business competitive advantages. Moreover, this organisation will benefit in reducing complaints while targeting to achieve repeat customer booking to increase profitability. The organisation will also be purposive in sustaining its business position in a competitive place like Los Angeles while having the opportunity to increase its overall brand reputation in front of its customers.
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What a filthy dump
Ihave traveled for business many times over the years and this is the filthiest hotel ever. Filthy
carpet, filthy bed linens, filthy black mold bathroom, broken plumbing, bugs in abundance.
Internet not working, room phone not working. | believe that you should get the extent of my
experience.
Read more v

Date of stay: November 2020
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Terrible!
Starting with the no-show shuttle! | called to book it and was still waiting 40 mins later for their

“every 20 min service”. Meanwhile every other hotel shuttle came by twice! In the end, a different
hotel driver noticed I'd been waiting and offered to drop me off!

No hot water in the room, even after running the tap for 10 mins!
The front office manager told me “I've got your back” when | asked if the shuttle would be
available to take me back to the airport, I'd even arranged a time. The driver left while | was

Read more v

Date of stay: October 2019
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