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Hotel Holiday Inn is a very famous hotel in the world because of its strong market presence and excellent service qualities. It offers top-class service and uses innovative things to increase the level of customer satisfaction. It has always chosen strategic locations for its hotels like near airports, restaurants, and stadiums so that people can find them easily. It was built in 1952 in Atlanta, it has many hotels in Atlanta, and “Holiday Inn & Suites Atlanta Airport-North” is one of those. 
Expedia has provided it with a 4.1 rating out of 5 for customer service. According to TripAdvisor, their service rating is 3.8 out of 5. Before COVID this rating was 4.3 but now it is decreasing. On their hotel website, many customers are complaining about poor service quality. 
A consultant named Micheal Perez has been hired to uphold the “Holiday Inn & Suites Atlanta Airport-North” current image and crisis. To solve problems or provide reliable suggestions, the consultant will analyze the entire problem, their operation process, and customer reviews. It will help to understand which types of operational activities and behaviors are reducing their service quality. Here the consultant uses various analytical tools like PESTLE and SWOT for deeper insight. He will also try to know customers' opinions as well as employees/housekeepers' opinions for analysis of those issues found on the hotel's website and different travel advising sites (Expedia, TripAdvisor, booking.com e.g.). In the reviews, some customers have complained that when they entered the rooms they found some problem in the washroom (bathroom with mold and door is not closing properly), then they immediately informed the authority; the authority did not send any help for them. The next day when they again asked for help. The Hotel authority said, “We are sorry for that”. A customer on Trip Advisor complained that the location, food, and cleanliness of the hotel were good, but the problem was in the room where the AC was not working and the temperature was high. The fan was working but the room had non-opening windows. Also, the TV was non-functional, even after the power off/on reset. Some customers complained about the dirty dishes and glasses. The food quality of this hotel is good but they do not maintain cleanliness. During COVID the hotel was closed for a long time. But for the post-COVID government has set many rules and regulations, many customers have complained that this hotel is not maintaining those; it is unsafe for them. There was a shortage of employees, who could monitor the entire maintenance things. Even there were not enough housekeepers who could clean and take care of rooms timely. 
Post COVID problem was raised because of a shortage of enough employees. Before it bathroom and food cleanliness occurred because of the unawareness of the employees. This report has found out these problems to find out possible solutions for these.
The PESTLE (Political, Economic, Social, Technology, Legal, and Environment) analysis helps to find out the external business environmental facts that directly and indirectly affect the operation of an organisation. It will help to know the causes of poor service quality, customer dissatisfaction as well and employee unawareness. 
To determine the property's strengths and weaknesses as well as its opportunities and hazards, a SWOT analysis is carried out. Holiday Inn must transform its opportunities and risks into strengths, and also grab the opportunities quickly so that they can capture more customers and retain guests. 
Nevertheless, for the purpose of fully understanding the issues of Holiday Inn, the SOSTAC model has been developed as a viable resolution and the associated costs. The SOSTAC paradigm states that the issues must be resolved in harmony with their seriousness. The issues that require attention are as follows:
1. Internal issues Antique and old furniture, for example, takes up a lot of room and is cumbersome. It should be changed or repaired. 
2. The washroom (Basin, Bathtub, door) must be fully repaired and replaced. 
3. Electronic machines like AC, fans, lights, TVs and others should be checked regularly by technicians before the arrival of customers, and when customers complain authorities must respond quickly. 
4. Electronic and WiFi lines should be checked regularly by technicians to avoid unwanted situations.
5. Inefficient employees are one of the significant reasons for poor service quality, therefore the hotel must hire skilled personnel to address every important issue to ensure its visitors a high-quality service.
6. A fancy hotel's cleanliness can generate serious problems for guests. The majority of customers dislike dirty meals, restaurants, and accommodations. Authorities must be aware of their cleanliness because it damages their reputation.
7. There are numerous complaints from visitors about the property's inadequate provision of complimentary services. So authorities must offer relevant and adequate complimentary services. 
These problems have been recognized, and viable fixes have been created to address them. The answers to these issues are:
	Issues 
	Solutions
	Desired Outcome
	Time Frame
	Date of Completion
	Budget 
£

	1. Interior Decoration
	· Define the issues
· Hire Designer to design the entire things
· Make plan and suggest ideas
· Use modern and latest equipment
· Use comfortable colour in room decoration
	· Guest satisfaction
· Positive review in the websites
· Good ratings
	4 months
	June 31st 2023
	£5000 (Per Room)
£ 10,000 (outside space) 

	2. Electrical fittings
	Use latest and safe wire for better service in the entire hotel
	Customer satisfaction and zero complain for this issue. 
	1 months
	September 30th 2023
	£90000 

	3. Bathroom fittings
	· All bathroom fittings need to be upgraded with viable things
· Need new basin and Bath tub
· Use later fitting in the washroom to reduce water waste. 
	· Better washroom experience
· Better service quality
· No Complain from the customers
· Better rating in the websites

	3 months
	October 30th 2023
	£1.5 million -£2 million.

	4. Cleanliness
	· This is the most critical issue for this hotel. They need to ensure cleanliness everywhere. 
· For Bedroom cleanliness, they must avoid the use of bed sheets again and again without cleaning them. 
· In the restaurant or eating space, they must use clean glass and dishes, and old equipment must be replaced.
· For washroom cleaning, they should clean with germ killers regularly.
· Must maintain COVID-19 protection laws and check the guest regularly (Krishnan et al., 2020). 
	Better customer experience and rating. 
	Six months.
	November 30th 2023
	£4000 (Per room)
£ 20,000 (For new machines)
£5000 (Germ killers)
£ 10000 (For COVID-19 Protection)

	5. Non-functional AC and TV
	Replace with new machines
	When this machines will work properly
	2/3 days
	N/A
	£ 3000 

	6. Room Service issue
	· Regular check-up by housekeepers and floor cleaners.
· Respond timely when customer will ask for help

	· When customer will find everything on time
· Customers satisfaction level will increase
· Hotel’s rating will enhance. 
	Daily Basis.
	N/A
	N/A

	7. Employee Issue
	Recruit 40 more employees as housekeepers, cleaner, plumber, technicians and electrician. 
	When the entire operational activities will be completed properly without any problem or mismanagement. 
	1.5 month
	15th October, 2023
	£50000 
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Holiday Inn is an American Atlanta-based hotel chain which was founded in 1952 by Kemmons Wilson (Inn, 2023). He first opened a hotel in Memphis, Tennessee. Then in 2000-03, it opened hotels in six continents. From the beginning of their service, this hotel chain has shown excellent service. In 2018, it has started operating in 1,100 locations. There are many brands under Holiday Inn such as Holiday Club Vacations, Holiday Inn Resort, Holiday Inn Express and so on. In Atlanta city, it has many branches and among those visitors “Holiday Inn & Suites Atlanta Airport-North” is one of the most visited hotels (Holiday inn., 2023). This hotel provides excellent rooms including free Wi-Fi service, flat screen TV, premium cable channels, tea-coffee-making facilities and a mini fridge (Smirl, 2016). Some of the rooms have an airport view. They are very conscious about the health and safety of their guests too. Authorities have given assurance of high-quality cleaning, guest protection, food safety and so on. During COVID-19 the hotel was closed for a long time, which resulted huge financial loss for them (Yeon et al., 2021). But after post-COVID it has applied many rules and regulations to attract customers for example, maintaining distance, keeping hand sanitiser sanitising wipes in common areas and so on. But for the last five years, guests have been complaining about the service quality of Holiday Inn & Suites Atlanta Airport-North. This report has focused on those problems that are damaging the hotel’s service quality and reputation, because in future it may cause huge financial loss; also the suggestions that can help to overcome the problems. Some positive customer reviews and suggestions will also be discussed for further improvements. To deal with it, this branch of Holiday Inn has appointed a consultancy called 'Micheal Perez Consultancy' to improve its management. Consultancy provides feedback and reliable strategies to a company for improving their efficiency and critical problem in some certain areas (Brandon-Jones et al., 2016). A consultant aimed to perform a depth analysis, to find out the root causes of every problem which are reducing their service quality. For this analysis, the consultancy agency will use the PESTLE and SWOT framework, and finally TOWS matrix has been used to find out some improvement strategies. 
[bookmark: _Toc148908977]Analysis
[bookmark: _Toc148908978]Overview of Hotel Holiday Inn & Suites Atlanta Airport-North
According to National Geographic, Atlanta is one of the most famous and top-visited cities in the world, which is why there is a high demand for hotels there (Edgett et al., 2023). Moreover, this hotel is quite reasonable and others with good quality service. It is located near the airport, so that guests can easily come there without hesitation (Holiday inn & suites atlanta airport-north, 2023). The hotel building is certified as a green building and the area around the hotel is also peaceful for the guests (Holiday Inn, 2023). It provides a cosy setting where guests may relax while making use of the hotel's restaurants, room service, swimming pools, fitness centres, and plush lounges. Even are many places for visitors, to visit near the hotel. 
[bookmark: _Toc148908979]Facilities of Hotel Holiday Inn & Suites Atlanta Airport-North
This hotel is a 3-star hotel in the Holiday Inn chain but based on service quality it offers excellent service (Holiday inn & suites atlanta airport-north, 2023). It has well-trained employees, chefs and housekeepers to take care of the guests. In this property, the guests can access all the necessary amenities in the world based on room categories. Some of the standard amenities of the Holiday Inn hotel are multiple dining options, caretaker services for recommendation and reservation, a Swimming pool, pet allowance, meeting facilities, fitness centre, lounges, spa facility, high-speed wireless internet services, 24/7 electricity and parking service. These services are standard for all the guests on the property. 
[bookmark: _Toc148908980]Room Categories and Features of Hotel Holiday Inn & Suites Atlanta Airport-North
The Hotel Holiday Inn and Suit Atlanta Airport are located less than 2 miles from Atlanta Airport. It has good Wi-Fi service, wireless internet, 12,000 square feet of flexible meeting space (400 people can seat), free airport shuttle service, and eating space (Holiday inn & suites atlanta airport-north, 2023). Their convenient location is near the Georgia World Congress Center, Georgia International Convention Center and downtown Atlanta venues such as State Farm Arena, Mercedes Benz Stadium, Georgia Aquarium and the World of Coca-Cola which attracts many leisure travellers and we are also minutes away from Georgia Tech University, Emory University and Centennial Olympic Park (Tripadvisor, 2023).
There are a total of 500 rooms in the hotel. Different rooms offer different prices. There are three types of rooms: A single room is for one person and most likely has one king or queen bed in the room. Double rooms, sometimes called double-double rooms, have two separate beds. While some double rooms have two full-sized beds, others may have queens or kings. 
All room has some exclusive features based on categories and price range. However, some standard room features are a small refrigerator, bar, a clean bathroom facility, free toiletries, tea-coffee-making facilities, many extra machines for guest care and so on. Despite this, many customers have complained about their poor management and service. According to them, hotel authorities ignore guests’ problems and they do not have arrangements to solve problems. In most cases, guests shared their poor room experiences. Broken washroom doors, mold bathtub, broken basic, non-fictional electronic machines, dirty rooms and eating equipment. These things are reducing customer satisfaction level and reputation of it. 
[bookmark: _Toc148908981]COVID-19 protection rules taken by Holiday Inn
When the pandemic broke out suddenly the entire world fell into a huge crisis, every sector faced huge economic challenges, especially the tourism and hospitality sectors (Mehta, 2023). For reducing transmission hotels were closed for a long time which caused a huge financial loss for them (Crespí-Cladera et al., 2021). The authority cut jobs of many employees due to the economic crisis, later when everything started to reopen, the government imposed many rules and regulations for the hotel to follow strictly to avoid transmission of coronavirus (DEMİR et al., 2021). These are-
1. Distance maintenance: The post-COVID situation was not out of danger, so it was important for everyone to maintain 3-foot distance (Yeon et al., 2021). The hotel authorities have imposed this system for every guest who arrives at the hotel. It is mandatory for everyone to avoid crowds. 
2. Vaccine Certificate: To increase human immunity, the US government has approved vaccines and it is mandatory for everyone to take them (Mello et al., 2022). Even, before travelling and booking rooms, it was mandatory for hotel employees to check vaccination cards (Schlagenhauf et al., 2021). After imposing this law, every branch of Hotel Holiday Inn including Atlanta North Airport used to ask for a vaccination card to ensure that person took the vaccine. 
3. Cleanliness in the room: During COVID it was important to maintain a high level of cleanliness and hygiene (Awan et al., 2021). Housekeepers and other employees who were involved with cleaning activities were conscious of cleanliness. They used to maintain it properly to ensure the safety of guests.
4. In-Hotel PCR Test: To make sure that tourists are not infected, Holiday Inn is one of the few renowned hotels in the world to set up an in-house PCR test laboratory (HolidayInn, 2023). This approach allowed the facility to ensure the visitors that their stay would be protected. The guests are tested when they check-in, and within ten minutes the test results are texted to the phone.
5. Sanitization space, Elevator Sanitization and Air Cleaner: Hand sanitiser machines were installed to keep the guests sanitised while roaming around the property to keep them safe from infection (Khan and Yadav, 2020). Also, there should be an opportunity to clean the elevators and air clean.
6. In-room Sanitization: Now offered twice daily instead of just once, in-room sanitization. This precaution keeps the space clean and safe for the visitors. 
[bookmark: _Toc148908982]PESTLE Analysis of Holiday Inn
PESTLE framework analysis the external business environmental factors of an organization (Buye, 2021). PESTLE of Holiday Inn are given below-
	Political
· Stable condition in the USA and Atlanta (Hladiuk and Hlavatska, 2021)
· Government is supportive 
· Government impose strict laws for reducing coronavirus transmission

	Economic
· Economic condition of certain citizens become poor because of pandemic (Li et al., 2022)
· Many people lost jobs 
· Tax increases to 15% (Schalk-Nador, and Rašovská, 2023). 
· Price of many necessary products have increased badly. 

	Social
· Because of sudden health crisis people do not want to travel like before
· Preferences of cleanliness and hygiene have increased. 
	Technology
· It uses PCR machines to identify guest’s sickness (TripAdvisor., 2023). 


	Legal
· Holiday Inn follows all the rules and regulations provided by the Atlanta government 
· The wage rate in the USA has increased by 6.19% in 2023, this rate has increased the cost of hotels (Mendieta-Muñoz et al., 2023). 
	Environment
· It promised to use 100% renewable energy within 2050. 
· Their buildings are green certified, which is environment friendly and comfortable for guests. 



[bookmark: _Toc148873246][bookmark: _Toc148873729][bookmark: _Toc148903690]Table 1:  PESTLE analysis of Holiday Inn and Suits Atlanta North Airport
Source: Self (own)
Political: Political stability plays a critical role in the tourism business a lot and the US government is very conscious about their business and its growth (Euromonitor, 2023). Political situation the in Atlanta, USA is favourable for business. However during COVID-19 government was very strict and closed hotels for a long time, which negatively affected their revenue growth. 
Economic: The economic condition of both Holiday Inn and American citizens is quite good. However, the pandemic situation become difficult because a large number of people have lost their jobs, especially in the hospitality sector. Unemployment rate in 2021 (4th Quarter) became 4.2% from 2.6% (Schleimer et al., 2022). According to the U.S. Bureau of Labor Statistics, around 8 million hospitality jobs were lost due to COVID-19. It has discouraged spending on tourism. Corporate tax for the hotel industry has increased, after COVID-19 reopened, now guest pays a 15% tax which is higher than the previous year (Schalk-Nador, and Rašovská, 2023). Now not only tax but also the price of many necessary things have been raised, which has increased the cost of a room at Holiday Inn. Because of the economic crisis Holiday Inn Atlanta’s previous supply chain network broke, and for new suppliers they had to spend more. 
Social: Because of the sudden breakout of corona and the huge health crisis, a social stigma about hotels was raised (Yu et al., 2021). It changes many preferences of customers and also hotels imposed some rules to stay safe. For example, after the pandemic, people became very conscious about safe travelling and cleanliness of rooms, which is why many people complained about Holiday Inn’s dirty room, washroom and glasses. Even many customers prefer to have the latest products, because vintage products may carry viruses. 
Technology: Installation of advance technology is one of the most important things that every organization in the tourism sector are adopting for better customer service and satisfaction (Cheng and Guo, 2021). Holiday Inn Atlanta uses many latest technologies but most of those should be changed by their authority. During the Pandemic it used PCR machines to identify guest’s sickness (Chang et al., 2022). 
Legal: Holiday Inn follows all the rules and regulations provided by the Atlanta government immediately for their food safety, cleanliness, customer service, employment and so on. The wage rate in the USA has increased by 6.19% in 2023, this rate has increased the cost of hotels (Mendieta-Muñoz et al., 2023). 
Environment: About the environment, this hotel has promised to use renewable energy to transform their 100% waste into electricity by 2050 (Huseynli, 2022). Moreover, their buildings are green certified, which is environment friendly and comfortable for guests. 
[bookmark: _Toc148908983]SWOT Analysis of the Hotel Holiday Inn
The internal business environment plays a critical role for an organization as it has many direct impacts on the daily activities of an organization (Hans, 2018). Hotel Holiday Inn has many internal issues that have created challenges. Despite of this, it has many positive sides on the internal side too. SWOT analysis framework will help to understand the internal capabilities of Hotel Holiday Inn Atlanta North Airport- 

	Strengths
1. One of the prominent location (airport)
2. Comfortable environment of room, other space near hotel
3. Reasonable price of rooms
4. Good food quality
5. Strong brand presence, reputation and visibility due to excellent advertising.
6. Strong Parent Company with high brand value.
	Opportunities
1. Planning for renewable energy will bring economic and environmental benefits, which will create a positive image. 
2. Customer driven service strategy
3. Travelers around the world are looking for new destinations

	Weaknesses
1. Poor employee management and shortage.
2. Poor and dirty rooms (Tripadvisor., 2023)
3. Broken washroom and washroom equipment (Yelp, 2023).
4.  Low penetration in the emerging economies.
	Threats
1. Intense market competition and limited market share 
2. Changing customer preferences
3. Increasing operations costs.


[bookmark: _Toc148873247][bookmark: _Toc148873730][bookmark: _Toc148903691]Table 2: SWOT analysis of Holiday Inn and suits Atlanta North Airport
Source: Self (own)
Strengths: Holiday Inn Atlanta’s parent company has a strong market presence, financial capabilities and worldwide recognition. So travellers from different countries have a high chance of choosing this hotel during their travel in the Atlanta province. This hotel is located in a strategic location, which is less than two miles away from the airport (Booking., 2023). There garden, stadium, and restaurant near this hotel. It’s inside environment is very comfortable for the guests to stay. 
Weaknesses: Its parent company is a luxury brand but based on service quality this hotel is lowering its rating and standard. A guest has complained about their cleanliness and infectivity (Travelocity., 2023). Authorities are still dependent on vintage machines and furniture. Also after the pandemic spending on this sector has declined because many people find it unsafe to travel. According to a guest, there was hair in her bed and bed sheet (Oyster., 2023). Another guest complained there was condom wrapper under bed (Tabascov, 2023). 
Opportunities: Now sustainability has become one of the most significant issues for the hotel and hospitality industry to gain and retain customers (Zaman et al., 2022). Holiday Inn Atlanta is planning to set renewable energy system in their hotel, which will reduce dependency on local utilities and environment will remain safe. Now people around the world are highly interested in travelling, for them Holiday Inn is one of the best options for them because it offers a reasonable price. 
Threats: The tourism and hospitality market has become an intense industry because of a large number of competitors and the entry barrier is very low so it is difficult to get a good market share (Hossain et al., 2022). To retain and attract them, it is important to provide excellent service, whereas Holiday Inn has failed to do it properly (Tripadvisor., 2023). Moreover, operational cost is increasing because of the increasing price of products. 
[bookmark: _Toc148908984]Change management and recommendations
Change management is a process of transforming or implementing new strategies for effective change and helping people to adapt to change (Lauer, 2020). Change management process of Holiday Inn and relevant recommendations are given below-
This hotel has already mentioned on its website that it maintains high-quality cleanliness and hygiene for guests’ safety. But on their website, some of the customer has given negative reviews about the service quality of Holiday Inn Atlanta North Airport. Most of the people have complained about the cleanliness of the hotel room (Booking., 2023). According to some people, the hotel room was not clean properly, there were marks on the bed sheet, the washroom was not ready properly for guests, electronic machines were not working, eating space, glasses and dishes were not clean properly (TripAdvisor, 2023). After COVID when they reopened their hotel they did not notice many things. Sometimes employees were aware of guests' problems but they did not respond at all. This type of behaviour from authority is unacceptable. Current employees do not have quick problem-solving ability. For emergencies, employees were not ready properly. 
[bookmark: _Toc135354907][bookmark: _Toc148908985]Necessary Steps to be taken by Holiday Inn
	Issues
	Necessary Steps

	1. Interior Issue
	· At first authorities must remove all the vintage and broken furniture, decoration, equipment and lighting system.
· They need hire interior designer for better lighting and furniture decoration. Here they should not use sometime that looks to shiny or matte. 
· Technical problem can raise anytime for example non-functional AC. Most of the room of Holiday Inn has AC with unopened window, so here they can change the structure of the room by adding open windows. 

	2. Bathroom issue
	· Authorities need to fix all the washrooms quickly and need to repair all the broken things as quick as possible. 
· Washroom equipment can broke anytime, so for avoiding this type of issues authorities must arrange technicians who will take it in emergency. 
· Authorities must check all the washroom before and after guest arrival and departure. 
· It guest complain about washroom, authorities must respond quickly to resolve the issue. 

	3. Cleanliness 
	· Housekeepers should clean and check bedroom and washrooms before and after the arrival and departure of guests (Zemke et al., 2019). 
· They should not use unclean bed sheet, table matte or any things to decoration. All the dirty things should be replaced by new things. After a certain period hotel authorities should change some equipment. 
· For cleaning things there are many technological things, hotel needs to invest those for better service. 
· For serving foods authorities should not use old, dirty or broken glasses or dishes. They must purchase new one and clean properly before serving. 
· Hotel authorities must respond quickly about cleanliness issue. 

	4. AC, TV and other electrical machine Issue
	· Every machines should check regularly
· 24/7 servicing support system should be available. 

	5. Room service
	· They authorities should recruit employees for room service in every floor for emergency help. 

	6. Employee shortage
	· There are some position where the authorities must recruit employees for example- housekeeper, cleaner, room checker and electrician. 
· Authorities must train both newly recruited and existing employees properly for better service (Al Karim, 2019).

	7. Employee management
	· Hotel activities occur in a chain, it any of employees in a chain broke rules or delay, it affect the entire tasks (Ababneh, 2021). To avoid this problem team leader must make proper plan of everything before implementations.

	8. Other
	· They should check room ventilations.
· Ensure an excellent room and hotel atmosphere.


[bookmark: _Toc148873731][bookmark: _Toc148903692]Table 3:  Necessary Steps
Source: Self (own)
[bookmark: _Toc148908986]Interior Issue
Hotel Holiday Inn’s interior property has become old now it is high time to change that design and go with modernization (Travelocity., 2023). They can use stone décor, wood panels, indoor waterfalls and large faceless windows for hotel interior decoration (Sadhale and Sathe, 2021). They should avoid glossy things because they will not look good. For modern and elegant interior room design they should focus on simplicity; neutral colours will bring comfort to rooms, and they should also maintain cleanliness (Pathak et al., 2021). Every day housekeeper should visit the guest’s room twice for cleaning purposes. These will create a sense of calm and serenity. 
[bookmark: _Toc148908987]Bathroom line and electrical Fittings
There are many issues with the bathroom fittings and electronic system. Many customers have complained about their poor bathroom fittings (Holiday Inn., 2023). It is important to use good equipment in the washroom but must change it after a certain period (Ineson et al., 2019). Authority should check their lines regularly by plumbers for checking the viability. 
There are some issues with the electrical fittings of the Hotel Holiday Inn. Electrical issues can occur at times, which is why authorities must replace all the old fittings with new equipment. They should keep 24/7 availability of electricians for sudden problems. 
Some customers have complained that there were missing necessary things in the bathroom and rooms (Expedia, 2023). By providing room service facilities this problem could be resolved.
[bookmark: _Toc148908988]Cleanliness
It has become a major issue with Holiday Inn because most of their customers have complained about it. This hotel claimed that they always maintain a high level of cleanliness in the hotel, but in real life experience customers did not experience it. Because of dirt some guests complained about mosquito bite (Oyster., 2023). Authorities should recruit more housekeepers and do room checks on every floor to ensure cleanliness. The team leader of every department should monitor the activities of housekeepers and room checkers before the arrival and after the departure of guests.  
Bathroom cleanliness was another problem of Holiday Inn, housekeeper must provide extra care for it. They must use commercial bathroom cleaning chemicals and disinfectants regularly to control the mold. 
[bookmark: _Toc148908989]Non-functional AC and TV
To avoid this type of issue it is important to use good and new electronic equipment and machines. Electrical lines must be checked weekly by the experts and electricians. When customers will complain about anything like this Holiday Inn should respond quickly. 
[bookmark: _Toc148908990]Room Service Issue
Room service in the hotels reduce food wastage, promote safety and ensure guest’s comfort (Shanka and Taylor, 2019). Holiday Inn must keep enough employees for room service who will take care of guests thrice a day. 
[bookmark: _Toc148908991]Employee shortage
Ensuring adequate number of workers to essential to complete the day-to-day tasks in an organization to enhance current productivity (Naqvi and Khan, 2019). Enough number of employees in the Holiday Inn, will be able to keep the room, washroom and food clean. They should recruit around 40 new employees now. An adequate number of employees will prevent employee mismanagement. 
[bookmark: _Toc148908992]Others
Many times, tourists might experience a variety of other in-room problems. The guests have complained about items like a lack of pillows and other amenities in the room, a lack of towels and bathrobes, and poor ventilation.
[bookmark: _Toc135354920][bookmark: _Toc148908993]Timeline for Action 
Here this timeline is divided into three parts: immediate, can wait and remain unchanged. 
Timelines for actions are given below-
[image: ]
[bookmark: _Toc148873684][bookmark: _Toc148903844]Figure 1: Timelines for Action
Source: Own
[bookmark: _Toc135354921][bookmark: _Toc148908994]TOWS matrix
The TOWS matrix identifies the areas of improvement in a business. There are four strategies of this matrix Strength/Opportunity (SO), Weakness/Opportunity (WO), Strength/Threat (ST), and Weakness/Threat (WT) (Dandage et al., 2019). TOWS matrix of Holiday Inn are given below-
[image: Understanding the TOWS Matrix]
[bookmark: _Toc135352746][bookmark: _Toc148873685][bookmark: _Toc148903845]Figure 2: TOWS Matrix
Source: Alhassan, Adu-Gyamfi and Asafo (2020)

[bookmark: _Toc148908995]TWOS for Holiday Inn and Suits Atlanta North Airport
	                   
                 Internal factors








External factors
	Strengths
1. One of the prominent location (airport)
2. Comfortable environment of room, other space near hotel
3. Reasonable price of rooms and good food quality
4. Strong brand presence, reputation and visibility due to excellent advertising.
5. Strong Parent Company with high brand value.
	Weaknesses
1. Poor employee management and shortage.
2. Poor and dirty rooms (Tripadvisor., 2023)
3. Broken washroom and washroom equipment.
4. Low penetration in the emerging economies.

	Opportunities
1. Planning for renewable energy will bring economic and environmental benefits, which will create a positive image. 
2. Customer driven service strategy
3. Travelers around the world are looking for new destinations
	S/O strategies
S5, O1) Invest in the renewable energy plant
S4, O3) Should improve marketing strategies for attracting guests around the world. 

	W/O Strategies
W1, O2) Recruit employees.
W2, O2) Keep more housekeepers and room cleaner.
W3, O3) Attract customers around the world by strengthening marketing and service quality. 

	Threats
1. Intense market competition and limited market share 
2. Changing customer preferences
3. Increasing operations costs.
	S/T Strategies
S1, T2) Resolve all the current problem and use modern solutions. 
S2, T1) Increase customer engagement and tell them about Holiday Inn service.
S4, T1) Improve international market strategy and customer retention strategy.

	W/T strategies
W1, T1) Train current employees and recruit 40 more employees
W2, T2) Maintain high standard of cleanliness.
W2, T4) Improve current service quality. 


[bookmark: _Toc148903693]Table 4: TWOS Matrix for hotel holiday Inn and suits Atlanta
Source: Own
[bookmark: _Toc135354922][bookmark: _Toc148908996]Findings and Results
Finding has assessed mostly from the guests complains and based on it result will give. This part of this report will be discussed about the findings and results for Holiday Inn and Suit Atlanta North Airport. 
[bookmark: _Toc135354923][bookmark: _Toc148908997]Interior Issue
	Vintage interior
	Should transform with latest design and lighting and furniture

	Old and shabby furniture 
	Must change will new, light and good design


[bookmark: _Toc148873732][bookmark: _Toc148903694]Table 5: Interior issues findings and results
Interior design and lighting plays a critical role to attract guest, as it represent a culture, people, their belief and thinking (Gupta and Kaur. 2022). Some customers complained about their interior comparing other competitors. But in some of areas in their interior must change for better customer experience.  
[bookmark: _Toc148908998]Electrical Fittings
	Line problem
	Installing latest equipment for electrical lines

	Non-functional machine
	Purchasing new and latest machines 


[bookmark: _Toc148873733][bookmark: _Toc148903695]Table 6: Findings and results electrical fittings
Standard electrical fittings will increase customer satisfaction level in every hotel (Harif et al., 2022). Hotels must use high quality electrical fittings because it increase safety of rooms. Electrical fitting of Holiday Inn are not good enough that is why sometimes machines do not work properly. Authorities must change this quickly. 
[bookmark: _Toc148908999][bookmark: _Toc135354925]Bathroom 
	Water leakage 
	Using good and strong equipment for fittings

	Broken basin
	Using good and strong equipment for basin and bath tub. 

	Mold in Bathtub
	Using cleaning chemical every day and check regularly for cleaning further mold (Wang et al., 2019). 


[bookmark: _Toc148873734][bookmark: _Toc148903696]Table 7: Findings and result for Bathroom issues.
There bathroom issue has created many negative aspects about reputation and customer dissatisfaction. Cleanliness of the washroom and its equipment is important for guests because sometimes they do not want to stay for this type of reason.
[bookmark: _Toc148909000][bookmark: _Toc135354926]Cleanliness 
	Dirty bed sheets
	· Should change and clean it before the arrival of guests. 
· Must change it every day
· Should not use oil bed sheet with marks. 

	Dirty Bathroom
	· New floor cleaner and housekeeper should be appointed and check regularly
· Use chemical germ killer in the basin, washroom mirror, floor and bathtub (Wei and Lou, 2019). 

	Dirty glasses and dishes
	· Must clean every glasses and dishes 
· Should not use broken 
· Should not use same glasses and dishes for a long time. 


[bookmark: _Toc148873735][bookmark: _Toc148903697]Table 8: Findings and results for cleanliness issue
Cleanliness is serious issue for hotel and hospitality industry (Dyshkantiuk et al., 2021). People want to stay clean and hygiene. After COVID-19 pandemic many people have developed habit of stay clean (González-Olmo et al., 2020). But there are huge reviews about their unhygienic Bedroom, hotels, washrooms, eating dishes. This issue needs to be addressed immediately.

[bookmark: _Toc148909001]Non-functional AC and TV
	Outdated and Broken electricity port
	Some rooms have broken ports that must change.

	Non-functional AC
	Need to replace with new AC

	Non-functional TV
	Need to replace with new smart TV


[bookmark: _Toc148873736][bookmark: _Toc148903698]Table 9: Findings and results for non-functional electric machine
Some reviews has shown that they experienced non-functional AC in a high temperature and window was closed (Expedia., 2023). Then another guest complained about their non-functional TV. Visitors need this type necessary technological support comfort.

[bookmark: _Toc148909002]Room service issue
	Extra room service employees
	Authority must recruit new employees in every floor for room service. They will help the guest in emergency and will take care.

	Housekeeping
	Recruit more housekeepers

	Missing equipment of room service
	Before the arrival of customers keep all the necessary things for guests use (Rutherford, 2021). 

	Unawareness
	Enhance employee’s awareness about customer problem via training program. 


[bookmark: _Toc148873737][bookmark: _Toc148903699]Table 10: Findings and results for room service issue
According to the reviews, there are many problem in their room services and authorities did not pay attention properly after complaining. It increase guest dissatisfaction. Extra housekeepers and room service employees will help to ensure cleanliness to room and washroom, support in emergency. 
[bookmark: _Toc135354933][bookmark: _Toc148909003]Shortages of employees:
	40 more staffs 
	Needs to recruit more staff to serve the guests effectively.

	Poor and mismanagement.
	· Effective performance management system should be establish for better service (Yandi and Havidz, 2022)
· Employee rewards programs need to be established for increasing performance level (Osborne and Hammoud, 2017)


[bookmark: _Toc148873738][bookmark: _Toc148903700][bookmark: _Toc135354934]Table 11: Findings and results for shortage of employees
More staffs in different position will increase their working capabilities and effectiveness. Here staffs should be properly skilled and trained before start working. 
[bookmark: _Toc148909004]Plan of Action
The plan of action to improving Hotel Holiday Inn & Suites Atlanta Airport-North are given below-
	Issues 
	Solutions
	Desired Outcome
	Time Frame
	Date of Completion
	Budget 
£

	1. Interior Decoration
	· Define the issues
· Hire Designer to design the entire things
· Make plan and suggest ideas
· Use modern and latest equipment
· Use comfortable colour in room decoration
	· Guest satisfaction
· Positive review in the websites
· Good ratings
	4 months
	June 31st 2023
	£5000 (Per Room)
£ 10,000 (outside space) 

	2. Electrical fittings
	Use latest and safe wire for better service in the entire hotel
	Customer satisfaction and zero complain for this issue. 
	1 month
	September 30th 2023
	£90000 

	3. Bathroom fittings
	· All bathroom fittings need to be upgraded with viable things
· Need new basin and Bath tub
· Use later fitting in the washroom to reduce water waste. 
	· Better washroom experience
· Better service quality
· No Complain from the customers
· Better rating in the websites

	3 months
	October 30th 2023
	£1.5 million -£2 million.

	4. Cleanliness
	· This is the most critical issue for this hotel. They need to ensure cleanliness everywhere. 
· For Bedroom cleanliness, they must avoid the use of bed sheets again and again without cleaning them. 
· In the restaurant or eating space, they must use clean glass and dishes, and old equipment must be replaced.
· For washroom cleaning, they should clean with germ killers regularly.
· Must maintain COVID-19 protection laws and check the guest regularly. 
	Better customer experience and rating. 
	Six months.
	November 30th 2023
	£4000 (Per room)
£ 20,000 (For new machines)
£5000 (Germ killers)
£ 10000 (For COVID-19 Protection)

	5. Non-functional AC and TV
	Replace with new machines
	When this machines will work properly
	2/3 days
	N/A
	£ 3000 

	6. Room Service issue
	· Regular check-up by housekeepers and floor cleaners.
· Respond timely when customer will ask for help

	· When customer will find everything on time
· Customers satisfaction level will increase
· Hotel’s rating will enhance. 
	Daily Basis.
	30th August
	£ 30000

	7. Employee Issue
	Recruit 40 more employees as housekeepers, cleaner, plumber, technicians and electrician. 
	When the entire operational activities will be completed properly without any problem or mismanagement. 
	1.5 month
	15th October, 2023
	£50000 


[bookmark: _Toc148873739][bookmark: _Toc148903701][bookmark: _Toc135354935]Table 12: Plan of action for Holiday Inn Atlanta
Source: Own


[bookmark: _Toc135354936][bookmark: _Toc148909005]Conclusion
This consultancy report by Micheal Perez for Holiday Inn and Suits Atlanta north Airport has represented some significant issues that are reducing the reputation and customer loyalty. There are some positive sides to this hotel as it has one of the best locations, a strong parent company, worldwide recognition and standard-quality food. There are many famous tourist places around it. When Micheal Perez was appointed for this work, he identified the major problems and read all the negative reviews about Holiday Inn Atlanta North Airport. He has identified that most of the guests have complained about their cleanliness, washroom and machinery issues. Even, the authorities are unaware of COVID-19 restrictions. There room service quality is too poor, as there are lack of adequate employees. Then he discussed all the issues with the authorities and made a plan to solve every problem within the given budget by the hotel authority. Then he called all the team leaders and employees, to tell them about their plan and asked for feedback. Taking their feedback and understanding their mindsets, Micheal Perez made a final plan for remaking Holiday Inn Atlanta. Now it is the responsibility of the hotel authorities to implement the entire plan within given timelines and monitor implementation activities. 

[bookmark: _Toc148909006]
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Don’t bother with this hotel.

Nice looking hotel. Clean rooms nice bed however that's it. No extras at all. One
tiny bar of soap. Asked for a few things that would nice to have since we had 3in
our room. Extra towels. No. No complimentary breakfast or even coffee in lobby.
Restaurant but never saw anyone. Appears to have two employees. One at desk
and another sitting in lounge area. Not friendly or welcoming at all.
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Booked thought Booking.com, thought that we were safe staying in a Holiday
Inn... safe meaning decent and clean!! well, We were wrong... it was so absolutely
dirty..starting at the lobby floors wet bad, the wall by the elevator was filthy,
elevator disgusting, 3rd floor carpet was so dirty that you could see it wasn't
vacuumed for quite some time + the stain, the room appeared to be cleaned but
same issue with the carpet, bathroom floor was bad, killed two bugs in the
bathroom. We put towels on the floor to be able to walk (my daughter had only
tennis shoes). | sent a review in Booking.com with basically same wording and

Read more v
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Iwant a refund

While the front desk service was great, the hotel itself was not. | am a very lenient
critic, but | am still suffering from mosquito bites from the hotel room. | have had
to get medical attention to make sure that it's not infected. This hotel needs
much needed tic!
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Iwas shocked to discover the tolet

an unsanitary and unacceptable condition. It was filled with
human waste, creating an extremely unpleasant and unsightly scene. This discovery not only made m:
feel physically sick but also left me emotionally disturbed.

Date of stay: September 2023

Trip type: Travelled solo
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Nowhere to spit

Location is great. Close enough to Atlanta and Stone Mountain. Many
Resturants and shopping close by. Room was clean, beds comfortable, most of
staff were nice and friendly. Now for the bad- tv was on when we walked into
room. There was not a remote. Called front desk and someone brought a remote.
Tried to use it, got notification that the remote was not set up for that tv. Called
front desk, was told someone would be right up. In the meantime, lost the sound
on TV. Waited around an hour but no one came. Went to the Varsity for dinner.
Was gone about 2 hours. When we returned, told lady at front desk about remote
notworking. She talked to someone behind a wall. Told me someone would be
right up. An hour later we got a working remote and sound on the TV.

Sink was draining very slow from check in. Reported to housekeeping and front
desk. Imagine 4 people brushing their teeth and sink not draining -GROSS!
Problem never addressed during our three night stay. On check out, was going to
tell assistant manager about the sink problem but he had his nose in his
cellphone. Called out to him and finally got his attention. This could be my go to
place to stay in Atlanta if staff cared more about their job!
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