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Executive Summary
Consulting is referred to as the process of providing solutions to businesses to mitigate operational risks in exchange for a minimal fee. These solutions could be in the form of advice or help organisations to implement the provided answers which would enable the business to reduce the challenges faced. Consultants engage with their clients and establish a strong relationships. This helps them to identify various problems through analysis and create a strong plan to diminish the issues. The report aimed to create a consulting report for the Hotel Holiday Inn based in the United States. This hotel chain has been facing several challenges in its operations and has been unable to create an investigation. In order to consult the hotel chain, Contracting Minds, conducted a detailed analysis which helped it identify the major issues and recommend solutions. The report utilised the SWOT and PESTEL models to identify the strengths and weaknesses of the international hotel chain and the external environment in the UK. Through the identification of the issues faced by Hotel Holiday Inn in its operations, Contracting Minds was capable of analysing them.  An action plan was provided which could help the hotel chain mitigate the current challenges.
The identified issues in the Hotel Holiday Inn were technological, environmental, health-consciousness, inadequate training, marketing and lack of financial resources. Due to these issues currently occurring in the business, the hotel chain received poor feedback from customers which could result in lower sales of the business. It was found that due to a lack of proper training and development, employees were unable to recognise malicious software sent by hackers which led to cyber-attacks. Moreover, staff was not properly cleaning the rooms and behaving rudely with customers which caused the business to lose its reputation and lower its brand image. After the findings have been made, there are many aspects that are underlying within the facts which would disclose more facets. For example, it has been seen that although the organisation knew their data security, it was still unable to improve the aspect for several. 
The business has poor technology advancement and this has caused innovation issues and might have a poor perception towards the customers. Other than this, there have been leaks of customer data by hacking the company server. This has thus resulted in the website being collapsed and thus consumers got concerned. It has been also found that financial resilience is important within the organisation as multiple payment cards got hacked.  Along with this, it has been also found that the marketing initiatives of the brand are not very good and thus, online and offline strategies needed to be developed. This causes issues with brand awareness which can directly impact the profitability of an organisation. However, due to the loss of financial resources, providing training and development to the teams became a serious issue within the organisation. Not only the marketing, but the technology team had to be developed. Although there have been positive reviews about Holiday, however, several issues have been with the efficiency of the staff and thus, their training and development. Following the analytical portion, there has been a formulation of an action plan where it included solutions and outcomes to the issues along with a timescale and budget.
In order to develop marketing, it was recommended to the organisation to develop a team who will be able to implement both online and offline strategies to gain maximum customers in its base. Strengthening cybersecurity has been important so that incidents like information leaks can be ignored. Along with this, training and development have been recommended to the organisation as removing unused services and updating software from time to time. In order to develop a customer service team, it is important to show the importance of empathy which can be possible through training. Therefore, it has been seen that training the teams has been a significant recommendation to the organisation. Finally, in conclusion, consultancy service is important as it can help an organisation within the modern and competitive scenario by elevating efficiency and performance. For the organisation, it has been important to focus on the HR function of the organisation as there are a lot of scopes for training and development.
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[bookmark: _Toc136021538]Introduction
In today’s volatile and competitive business environment, organisations in many industries are making use of consultancy services to help them leverage the opportunities and navigate the challenges that present themselves, with the purpose of solving problems and improving operational efficiency. To put it into perspective, business consultancy involves offering expert advice and direction to organisations to aid them towards achieving their goals, improving their operations and solving multifaceted business problems (Kipping and Clark, 2012). The following discussion will purport as a consultancy report by Contracting Minds – a consultancy firm, for a client – Holiday Inn, a US-based hospitality business. It is a chain of hotels which is headquartered in Atlanta, Georgia and a subsidiary brand of IHG Hotels & Resorts. It was founded by Kemmons Wilson in 1952, with its first location in Memphis, Tennessee (Street, 2022). The chain has since then grown exponentially to become a multinational brand with more than 1,200 hotels and resorts all over the world with more than 350,000 people employed across its different operations (IHG, 2023a; LinkedIn, 2023). 
This consulting report will critically evaluate the business and operations of Holiday Inn, with the aim of identifying the strengths and gaps in the hotel chain and possibly providing strategic solutions to help them improve and fill these gaps. To this end, the report will conduct a comprehensive analysis using effective audit methods like SWOT, PESTLE, and TOWS matrix (Amar and Afroukh, 2023). Furthermore, towards improving and/or overcoming the issues in operations the report will utilise different models and frameworks towards deriving appropriate insights and formulating recommendations for the client. In this context, three models have been used, including the STAR model, Fishbone structure, and Kotter’s change management model. These will be used to develop an action plan and recommendations to guide the client’s implementation of the proposed solutions and changes. 

[bookmark: _Toc136021539]Scope & Analysis
[bookmark: _Toc136021540]Description of the hotel
The first hotel of Holiday Inn opened in 1952 in the US (IHG plc, 2023). Since the business acquire more than a thousand properties and become one of the most trusted and iconic global hotel brands. Holiday Inn is currently operating with exactly 1,192 hotels that offer more than 214,000 rooms. Delivering personalized service to their customers with superior hospitality service and following the commitment of the business is the aim of the brand. Additionally, the active participation of the brand towards the community by upholding morals allows the organisation to participate in community activities. The Holiday Inn Express London in Stratford is one of the major properties of the brand and has around 153 bright and modern rooms in the landmark venues such as Queen Elizabeth Olympic Park (IHG, 2023). The review shows the hotel property can provide an overall very good experience to the travellers. Additionally, the staff and comfort are the key factors that allow a traveller to boost their travel experience (Bookings, 2023). 
It was 7 min away from the 2012 London Olympic site, which positively impact the reputation of the company. However, the hotel chain brand is facing issues related to cyber-attack and data privacy. It caused damage to the business process of Holiday Inn and disrupted the booking channels and other applications of the hotel chain (McCallum, 2022). Thus, developing the technology and strengthening the cloud storage system of the firm will help the brand for resolving potential issues.
[bookmark: _Toc136021541]SWOT 
SWOT analysis is an essential framework used by businesses to identify future opportunities and potential threats along with the strengths and weaknesses of the organisations (Vlados, 2019).
	Strengths
	Weaknesses

	· Brand image
· Professional employee
	· Technology development
· Lack of business innovation

	Opportunities
	Threats 

	· The high trend in travel activities
· Technology development in the hospitality sector
	· Huge market competition
· Rising energy costs and cost of living


Table 1: SWOT Analysis
(Source: Created by the learner)
Strengths
· The higher brand image of Holiday Inn is one of the biggest strengths of the business that helps them to attract more people to their property. Thus, acquiring a better share of the market becomes easier for the hotel, which can boost business performance.
· Professional staff and the largest development pipeline make the hotel brand one of the largest hotel brands in the global market (Glassdoor, 2023). More than 70% of people are supporting for a positive working experience in the firm. Thus, it helps the organisation to provide a better experience to their customers. 
Weaknesses
· The lack of technology used for data security poses several risks for the business that makes the data management process of the clients and other stakeholders difficult. The three-month security breach in 2017 in the hotel chain Holiday Inn affected more than 12 hundred franchises (McCallum, 2022). Thus, they need to focus more on increasing security for mitigating the risks related to cyber-attacks.
· Moreover, the lack of innovation in the business process and development of the operations with the changing digital technologies restrict the growth of Holiday Inn. Operating the hotel business becomes difficult for the organisation, as they are not able to make appropriate solutions by better innovation. 
Opportunities
· Around 38 million people visited the UK in 2018, which is expected to increase each year (Condor Ferries, 2023). The higher trend for travel activities in the UK can provide a huge opportunity to the hotel chain, as they can get more customers without investing further in the development infrastructure.
· The development of technology allows hotel businesses to elevate their business by accessing both the traditional and online markets.
Threats
· Market competition in the specific sector in the UK is huge as many other reputed hotels and lodges are also operating and reducing the sales of Holiday Inn. 
· The rising energy cost and cost of living can also create a threat to the hospitality business as it will influence the behaviour of the travellers and the operating cost of the hotels. 
	Factors
	Element
	Impact

	Political
	In 2021, the political stability index in the UK was recorded at 0.54.

	Positive

	Economic
	Rising the interest rate in the Bank of England.

	Negative

	Social
	The stagnant population growth rate in the UK.

	Negative

	
	Around 46% of consumers in the UK prefer to spend more on luxury hotels.
	Positive 

	Technological
	Use of better technology including automation and use of chatbots in hospitality services.

	Positive

	Legal
	Contracts of employment and working hours.

	Positive

	Environmental
	Climate change issues include unpredictable environmental conditions.

	Negative


Table 2: PESTLE Analysis
(Source: Created by the learner)
[bookmark: _Toc136021542]PESTLE 
With the use of PESTLE analysis evaluating the influence of external environmental factors becomes easier for the brands (Pan, Chen and Zhan, 2019). It additionally helps in identifying the scope for developing a new business or expanding the existing one. 
Political: The political stability index in the UK was recorded at 0.54 in 2021 (The Global Economy, 2021). Thus, having stable political conditions in the country, developing the hotel business will be easier for Holiday Inn. A stable taxation policy and other practices related to the business positively influence the hotel's business performance and growth. Moreover, these factors can help the hotels to enhance their operation without interrupting their operations. 
Economic: The interest rate of the Bank of England is continuously increasing and reached 4.5 per cent in May 2023 (Trading Economics, 2023). Thus, this economic factor restricts business growth and creates boundaries for Holiday Inn to invest more in building a better infrastructure by taking credits from the banks. Thus, it negatively impacts the hotel business and possess risks for business expansion. 
Social: The population growth rate is stagnant in the UK, which negatively impacts the business development of the Holiday Inn (Statista, 2023). Lower population growth leads to fewer opportunities in the hotel business, which create difficulties for the business in the long term. Moreover, targeting more people becomes difficult due to the lack of potential customers. Thus, hotels need to depend more on foreign travellers, which shrinks the opportunities for Holiday Inn. Additionally, the trend for purchasing expensive services including luxury hotels is very high in the UK. Around 46% of people in the UK want to spend more to experience unforgettable travel activities (Mintel, 2022). It positively influences the growth of Holiday Inn, as the customer base can be expanded easily. 
Technological: Automation in the hotel properties helps the organisation to interact in a better way with the guests of the brand. Around 11% of hotel businesses are adopting the full, automation strategy including the use of chatbots in the system and the UK leads the trend (Czajka, 2022). Thus, this specific technological factor allows Holiday Inn to improve the customer interaction process maintaining the quality of their performance and productivity, which positively influence the growth of their brand image. 
Legal: The Contracts of employment and working hours in the UK include overtime policies, employee rights and others such as a change in contracts (Gov.uk, 2023). It enables the focus hotels for investing more resources in their employees and the hotel staff. Thus, managing the people inside the Holiday Inn becomes easier, which leads to better service quality for a better customer experience. It positively influences the business of Holiday Inn and provides an additional advantage to cope with the market competition. 
Environmental: Around 57% of the UK hospitality and tourism businesses are negatively impacted by the adverse impact of climate change (CLH News, 2023). Due to extreme weather events such as floods, heatwaves and storms travelling movements are restricted, which causes for huge loss of the Holiday Inn. 


[bookmark: _Toc136021543]Main body
The above discussion and analysis have provided several insights regarding the operations of the Holiday Inn and possible scopes for improvement. In this regard, one of the most important points of focus is human resource management (HRM) at the company. As a global brand with a mission of delivering “superior hospitality product” to the consumers they cater to, the quality, skills, and experience of their staff is something that Holiday Inn needs to keep up to the level of consumer expectations to ensure satisfaction and brand loyalty (Comparably, 2023a). In this regard, research into the company’s HRM reveals several practices including benefits and employee development activities. This includes annual leaves, incentive programmes, colleague recognition, pensions, insurance, flexible working, discounts and perks, and well-being (IHG, 2023b). Furthermore, the company also provides training arrangements and learning and development programs for its employees to help them gain experience and become skilled professionals.
Based on this, it can be implied that HRM at the Holiday Inn has covered all essential facets which ensures skilled and engaged employees. This is supported by the brand's customer reviews, which reveal an overall great staff and service quality at the brand's chain of hotels. For instance, guest reviews at the company's website show an excellent 4.4/5 rating for Holiday Inn's 'staff and service' and TripAdvisor shows a similar service and cleanliness rating of 4.5/5 (IHG, 2023c; Tripadvisor, 2023). However, there are still some issues that can be brought up such as complaints about employee behaviour, room hygiene and cleanliness, quality of food, and some instances of slow management response that can be found on several review sites (refer to the appendix for the reviews) (IHG, 2023c; Tripadvisor, 2023). While these reviews are few and far between, it still leaves scope for improvement in employee training in etiquette and customer service. In regard to these problems, the changing consumer behaviours need to be considered which may be affecting the perception of the company's services such as food, hygiene, and employee behaviour. 
Moving on, marketing is another department that holds great significance to Holiday Inn's business. This is especially so in the context of the increasing threat of competition in the UK market due to the emergence of new hospitality businesses as well as rivalry with established brands. In this context, despite being quite a reputed brand in the UK as pointed out in the above audit, it is still behind some of its rivals. The latest statistics from YouGov reveal that several brands are ahead of Holiday Inn concerning brand popularity in the UK, and still more are competing closely with it to establish a greater competitive advantage over each other. This includes Premier Inn, Travelodge, Hilton, and Walt Disney Parks and Resorts which are all ranked above Holiday Inn in terms of brand popularity with 67%, 62%, 51%, and 51% share of popularity respectively among adults. Other brands which are competing closely with it include Marriott, Savoy Hotel, Ritz, Butlins, and Radisson (YouGov, 2023). From this, it is evident that the company needs to focus more on developing its brand image to gain a greater consumer base in the UK which will help grow its business. 
In this regard, Holiday Inn has a history of controversial advertisements, one of which is the infamous 1997 Super Bowl Ad which likened the changes that the company was undergoing to a transgender woman, something for which it received tremendous backlash (Owusu, 2018). Similarly, one of Holiday Inn's brands – Holiday Inn Express, is affecting the company's overall brand image. A survey has found that the expectations of the customers are lower when they opt for a Holiday Inn Express accommodation, and their reviews reflect these expectations as they compare it to the normal Holiday Inn hotels (Chahal, 2012). This shows a lack of innovation on the company’s part in its marketing operations. In this context, the company needs to ensure that the quality of Holiday Inn Express is at the level of its other operations so as to not hamper its overall performance.
Hotel Holiday Inn has been suffering from technological challenges since it has been facing cyber-attacks. Customers attempting to book rooms using the hotel websites have complained about the technical issues arising. Even though the UK-based owner, Intercontinental Hotels Group (IHG) of Holiday Inn has assured people that there was no loss in customer information. However, in August 2022, through LockBit, hackers were able to leak sensitive data collected from Holiday Inn (Hotel Management Network, 2022). This leak indicated that the company was not taking necessary measures to ensure the safety and privacy of guest information. Another incident which occurred recently was an attack which took place in 2022 when hackers breached the company’s internal server for fun. A Vietnamese couple had attempted a ransomware assault on the hotel due to improper data security measures (Tidy, 2022). The hackers, TeaPea, had sent a malicious email to an employee who opened the attachment which enabled the couple to access the internal information technology (IT) network. 
Even though, initially, people were under the assumption that the attack took place due to a weak password used by Holiday Inn, later it was revealed that the employee was ignorant of the malicious message. However, even in previous years, the hospitality organisation was targeted by a security breach which affected around 1200 hotels owned by IHG (McCallum, 2022). This caused a major uproar at Holiday Inn since the hackers had collected card information which became a concern for the guests at the hotel. As a result, in 2020, the parent company, IHG announced a class action settlement of $1.5 million (Kelleher,  2022). With rising tensions due to the Russia-Ukraine war, a lack of proper security could increase the cyber-attacks, thereby, resulting in the poor brand image of the company. As a result, it is important that the IT department of Hotel Holiday Inn incorporates technologically advanced software to ensure that customer information remains safe and guests have trust towards the business.
Then there is the financial aspect of the company’s business which also needs to be highlighted, especially when considering the rising cost of living in the UK. As the above analysis has pointed out, inflation and the continuing effects of the pandemic is a significant issue in the current UK hospitality sector. This is evident from the fact that Holiday Inn's revenue generation has still not been able to attain the pre-pandemic levels (Statista, 2023). This may be rooted in the higher cost of living which is making consumers opt for more low-cost options or related to rising competition in the sector. All in all, this means that the company has to optimise the pricing of its products so as to develop a clear value leader in terms of quality and price. However, once again, there are some barriers which may hinder the company from adopting this solution. One is the rising energy costs in the UK due to the currently ongoing Russia-Ukraine conflict which is causing a supply crisis of energy sources, which in turn is forcing the company to raise its prices to sustain profitability. 
Lastly, there is the environmental aspect of the company's operations which needs to be looked at in light of the increasing focus on the environmental impact of businesses. In this aspect, Holiday Inn’s parent company, IHG Group has a Responsible Business Committee in place to explicitly monitor progress in its environmental and sustainability responsibilities. This includes energy reduction, impact on communities, diversity and inclusion, and incorporation of climate action into its overall business strategies (IHG, 2022). However, in light of the above-mentioned problems, specifically regarding the financial aspect, the fulfilment of its environmental responsibilities may be hampered. These are all the important points and issues that the research has been able to pinpoint which need to be focused on and potentially improved so as to help further business performance and growth. 
Having outlined the key points and issues of the business, towards providing effective solutions and recommendations the root causes driving these need to be identified. To this end, the fishbone diagram can be used to identify the root causes of this problem. A fishbone diagram is a visualizing tool that helps to categorise the potential root causes of a problem (ASQ, 2023). Applying this tool, the main problem statement needs to be highlighted, which can be structured as the need to improve the company’s overall operations performance. Following this, the main cause or ‘bones’ which are hindering the accomplishment or mitigation of this problem needs to be pointed out. The previous discussion has already served to highlight these causes, which can be encapsulated as HRM cause, marketing cause, IT cause, finance cause, and environmental causes. Lastly, for each overarching cause the root causes that are contributing to these causes. 
In this context, it can be inferred from the above discussion that the HRM cause is being fuelled by a lack of employee skills and experience. The marketing cause can be said to have been impacted by the lack of innovation. Coming to the IT cause, once again it can be said to have been caused by the lack of employee experience and skills, which in turn can be said to be caused by ineffective training programmes. The financial cause can be said to be affected by external problems like inflation and low sales and revenue. Lastly, the environmental causes seem to have been affected by the current rising energy cost and prices as well. Based on this the following fishbone diagram can be formed. 
Improving company performance
HRM
IT
Environmental
Marketing
Finance
Employee skills
Employee experience
Food
Service quality
Pandemic
Consumer behaviour
Lack of innovation
Inflation
The rising cost of living

Figure 1: Fishbone diagram
(Source: Created by the learner)
With the root causes having been highlighted, this will enable better decision-making with respect to finding solutions for the issues and overall improvement of the company. In this regard, to formulate an effective solution for the company, its internal capabilities need to be properly harnessed. As such, the STAR model can be applied which will help understand the different internal capabilities which can be used to ensure proper mitigation and improvement. The STAR model looks at five essential elements of a business, which include, the strategy, structure, processes, rewards, and people. The strategy refers to the company’s goals or missions. As mentioned previously, their mission is to ensure a difference in the lives of their customers, deliver commitment, personalised service, and offer a superior hospitality product (Comparably, 2023a). 
The success and delivery of this mission are most likely to be affected by the structure of the company, which entails the company’s placement of power, types of job roles, number of employees, and hierarchal structure. The company is run by the IHG group, which is managed with a Matrix structure with an Executive team and a Board with its own hierarchy (Comparably, 2023b). In terms of processes, the company has several processes including HRM, marketing, finance, IT, and CSR. Then there are rewards which can be used to motivate employees to perform better. Currently, the company uses benefits like annual leaves, incentive programmes, pensions, insurance, colleague recognition, flexible working, discounts and perks, and well-being as mentioned previously. Lastly, in terms of people, the company uses a five-step hiring process which includes application, review, interview, offer, and starting a job (Galbraith, 2023).  Lastly, there is Kotter's 8-step change management model which can be used to ensure successful changes if necessary, towards improving the above-mentioned aspects of the company. These steps include creating an urgency for change; forming coalitions to create support for the change; developing a strategy; communicating the vision to the employees; removing obstacles to change; creating short-term wins; consolidating gains; and monitoring progress (Rajan and Ganesan, 2017). 




[bookmark: _Toc136021544]Findings and results
The report has focused on the entire hotel operations instead of a particular department which has enabled Contracting Minds to identify the overall problems and strengths Holiday Inn has. In the analysis of the hotel’s operations, it was observed that there are several functions and departments which had to be investigated for understanding the areas that require improvement.
	Business Function/Departments
	Service
	Issues
	Causes
	Improvement Required

	Human Resource Management (HRM)
	Professional staff capable of providing optimum service to customers
	· Complaints against poor employee behaviour
· Lack of room hygiene
· Slow response from management
	Lack of employee skills and expertise
	HRM has to provide additional training to employees for enhancing customer service

	Marketing
	Ineffective marketing strategies
	· Backlash from customers
· Lower brand image
· Rival companies have higher brand popularity
	Lack of innovation
	The marketing department has to develop effective online and offline strategies and innovate better approaches to reach a wider customer base (Ferrell, Hartline
and 
Hochstein, 2021)

	IT
	Poor data security leading to cyber-attacks
	· Customers are incapable of booking rooms
· Customer data has been leaked online
· Online payment portals are weak
	Poor training in technical skills
	IT has to incorporate better technological software and provide data security to consumers

	Responsible Business Committee
	Provides support to local communities, promotes diversity, energy reduction and implements climate actions
	· Lack of adequate financial resources
	Rising energy costs and prices
	Enhance environmental and social sustainability development strategies (Teng and Wu, 2019)

	Finance
	Revenue generation has been poor and has not recovered to pre-pandemic levels
	· Higher pricing
· Lack of supply of energy sources
	· Inflation
· Reduced sales
	Optimise product prices

	Food and Beverage
	Organic ingredients are used
	· Food quality is sometimes bad
	Poor training of kitchen staff
	Utilise sustainable food raw materials and enhance the quality 


Table 1: Summary of Findings
(Source: Created by the learner)
It was observed that Hotel Holiday Inn hotels have been unable to improve their data security even with numerous cyber attacks occurring for several years (O'Loughlin et al., 2019). Due to the hotel’s poor technological advancement, hackers have been able to effortlessly hack the company server and collect customer information. Additionally, due to increased cyber attacks, the website for booking hotel rooms collapsed for a long time which caused concerns among customers (Page, 2022). Travellers were unable to book hotel rooms and access the website and IHG lied about the reason for this disruption. This led to a poor impression of the business and increased customer complaints. Additionally, due to the 2016 incident of hacking payment cards, guests were afraid for their financial security which the company has been able to resolve. However, the problem still remains since the number of cyber-attacks has been increasing due to poor security of data and a lack of technical knowledge of employees. 
This has, in turn, raised the importance of providing training to employees. Staff at Holiday Inn have been trained well to provide exceptional customer service to guests (Chan et al., 2019). They have been capable of maintaining customer satisfaction and enhancing brand loyalty which has earned the company good reviews and feedback from guests. However, there are negative reviews from a few customers which indicate that the staff are not efficient in their work which has raised hygiene concerns and poor attitude of employees. This needs to be addressed by the company immediately to ensure that customers are satisfied and can enjoy a good experience during their stay at the Hotel Holiday Inn. 
Providing appropriate training to employees would enable the hotel to improve its data security and deal with technological challenges. Additionally, through adequate training for the kitchen staff, the food quality could be improved, thereby, enhancing customer satisfaction (Boller and Fletcher, 2020). The marketing department has been creating controversial advertisements which have caused problems among customers and need to be addressed to ensure that the brand image of the company is maintained. Even though the Responsible Business Committee has been taking several actions to reduce the environmental impact of its operations, there have been challenges owing to a lack of financial resources and rising energy prices.     
	Parameters
	Details
	Linking with issues

	Number of Employees
	350,000
	Human Resource Management

	Menu Choice
	Sustainable food 
	Food and Beverage

	Training
	Lack of training among employees
	IT

	Staff Reviews
	Positive reviews
	HRM


Table 2: Issues at Holiday Inn
(Source: Created by the learner)
Hotel Holidays Inn has numerous employees who provide exceptional customer service to guests. This has enabled the hotel chain to enhance its workforce, however, due to a lack of training, Holiday Inn is facing several challenges as a result of poor strategies (Johnson et al., 2014). Since the business has been suffering from technological issues, there is a higher need for developing the workforce so that they can protect the hotel from breach of privacy. Additionally, UK consumers have been leaning towards sustainable food and healthy choices which require the hotel chain to incorporate this in its business model. The staff review has been extremely positive since the hotel chain provides several benefits and supports employees (Indeed, 2023). Even though Holiday Inn has been capable of providing organic food to its customers, due to the higher demand for healthy diets. Through appropriate training, the hotel chain would be capable of enhancing the talent of its workforce, thereby, enabling better customer service and innovation in the business through better project management (Noordzy, 2014).
	WT
	ST

	· Hotel Holiday Inn has to ensure that its data security issues are minimised which would enable it to deliver better privacy to consumers.
· In order to compete with rival companies, the hotel would have to reduce its prices and innovate new ideas to attract more customers (Lüdeke‐Freund, 2020).
	· The hotel chain could improve its marketing strategies to create a better brand image in the UK market by promoting its travel activities and gaining a large customer base.
· Through enhancing brand image and reducing costs, Holiday Inn would be able to minimise rivalry and ensure higher sales. 

	WO
	SO

	· By reducing the privacy concerns, stakeholders of the business would feel safe, thus, increasing the chances of higher business growth.
· With increased travelling in the UK, the hotel chain could promote its business in both traditional and online markets.
	· Providing training and development to employees could increase their work efficiency and make them responsible individuals (Susomrith, Coetzer and Ampofo, 2019)
· Through the implementation of technology, Holiday Inn would be able to increase their businesses since customers would have more trust in them.


Table 3: TOWS Matrix
(Source: Created by the learner)
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	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion
	Planned budget

	1
	Ineffective marketing strategy
	Marketing is one of the most important aspects of a business which helps with creating awareness and developing brand image (Išoraitė, 2018). Therefore, it is important to develop the marketing team for maximum effectiveness. The marketing strategy should include online and offline strategies that will help with reaching a wider customer base. 
	With the development of a marketing strategy, a business can reach its audience in a much easier method and in turn, it will be able to understand the needs and preferences of the audience (O'Dwyer, 2022). With more audience, the profitability of the hospitality business will enhance. 
	1 month
	15/06/2023
	12,000 GBP

	2
	Lack of technology used for data security where customer data was leaked
	[bookmark: _Hlk136017178]Strengthening cyber security is a necessity for an organization, especially if it is operating in the hospitality industry. The technical team must be trained for spotting cybersecurity red flags and ensuring strong passwords is necessary. The software must be kept up-to-date and all unused services need to be removed (Koegler, 2018). 
	With a strong security system, it is possible to create a resilient business and will reduce the chances of getting exposed to external threats like SQL injection, data leaks, malware, social engineering and many more (Dorton, 2022). Other than external, internal threats can be averted with the help of effective cybersecurity and there will be compliance with regulations too. 
	4 months
	01/10/2023
	25,000 GBP

	3
	Lack of innovation
	It was found that the lack of innovation has resulted in slowing down the adaptability of technology and inefficient operations. Therefore, it is important to focus on leadership where transformational leadership can be effective in implementing innovation (Farahnak et al., 2020). An innovation strategy is needed to be formulated which must align with the business goals and objectives. 
	With innovation, the business will be able to adapt to newer forms of technological advances and this will help with developing the processes and operations occurring in the organisation. Along with this, innovation would help a brand to enhance its value and equity towards its customers (Mayhew, 2022). 
	5 months
	16/10/2023
	30,000 GBP

	4
	Lack of effective customer service
	The HRM of an organisation needs to take care of the customer service team and initiate training and development for them. An added attribute of empathy can be implemented within the members of the customer service team, which will effectively help with enhancing the aspect. 
	With better customer service, an organisation will be able to gain more consumers which will directly impact the profitability of the company.  Good customer service will also contribute to a better experience and thus, they will be more satisfied and can be retained (Mailchimp, 2023). 
	2 months
	15/07/2023
	10,000 GBP


Table 1: An action plan for Holiday Inn for development 
(Source: Created by the learner)


[bookmark: _Toc136021546]Recommendations
After completing the above section, several issues have been found and its recommendations have been provided as follows:
· Ineffective marketing strategy is one of the issues that has been found within the study, and as a consultancy, it was recommended the company develop its marketing team which might help with increasing effectiveness. With a successful marketing team, a business will be able to implement effective strategies that can help with promoting brand awareness and drive sales (Birt, 2023). 
· Strengthening cybersecurity has been one of the most important aspects for the business as it faced customer data getting leaked and thus, such incidents can extremely hamper an organisation. Therefore, in this aspect, training and development are necessary where the members must be skilled to spot red flags. Keeping software updated and removing unnecessary services for consolidating data security (Whitman and Mattord, 2021).
· Innovation is important for the effectiveness of a business and thus, it is recommended to the leaders of Holiday Inn adapt to a transformational leadership style. Such leadership style creates stronger relationships with others including the subordinates and can influence the employees on positive aspects like innovation (Gentle, 2021). 
· For strengthening customer service, it was recommended to the business adapt to training and development which would strengthen their skills and capabilities. In addition to this, strengthening empathy is necessary which can effectively help with customer service and develop their experiences with a brand (Prosser, 2022). 

[bookmark: _Toc136021547]Conclusion
It can be concluded that in dealing with the modern and competitive business environment, consultancy services become very essential for businesses as it allows them to solve performance and elevate the efficiency of their operations. Holiday Inn is a US-based hotel chain business that currently manages over 1,100 hotels consisting of more than 214,000 rooms. It is found that the 2012 London Olympics helped the brand to get a positive reputation. However, the cases of cyber-attacks and disruption in the online booking platforms of the organisation create a huge challenge for the Holiday Inn. From the SWOT analysis, it is found that the brand image and employees are the strength of the organisation. 
However, the rising interest rate in the UK, stagnant population growth and environmental issues like unpredictable environmental conditions can negatively impact the development of Holiday Inn, which is identified in the PESTLE analysis. Focusing on the human resource management sector of the organisation can help them to deliver appropriate service considering the mission of the business. Improvement in employee training can be planned further with a positive approach that can help to deal with the issues related to consumer behaviour. Additionally, strengthening cyber security and focusing on innovation with a better transformational leadership approach will help Holiday Inn to resolve the issues. As these recommendations are provided after a brief analysing of the current market requirement and situation of the business, these strategies can be able to provide the desired result to the client. Thus, the client may need the service again if they want to redesign their operations. Moreover, they need to approach Contracting Minds as they are a very limited organisation that provides these services.
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