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Executive summary
Organizations, in the current period are facing multiple issues because of transforming environmental factors and covid situation. From the research it is identified that labor shortage is a vital issue in the hospitality sector. This assignment is a consultancy report in which, Discussable, the consultant company has the job to analyses the market environment of the client, IHG hotels. The expert in Consultancy has researched the market environment of IHG and provided the findings in a report format. From the analysis of the organization’s internal structure it is identified that IHG is an established hotel chain company and its headquarters is in the UK. The hotel chain company has its services in multiple markets in the world.  In the communities and hotels of IHG across the world, almost 325,000 passionate and talented colleagues and employees deliver “true hospitality for good, every day”. The colleagues of the hotel company are supported and led effectively by multiple values which are vital to the guests of IHG and the IHG. As it work cooperatively as 1 group with the company’s stakeholders, the collective values of IHG give a shared and effective sense of valuable purpose which guide all the things the company does, from how it recognize and support its individuals to how it enhances its services as well as work effectively with its communities and franchises. The expert of Discussable has identified some issues of IHG which are affecting the company’s services and strategy making processes and revenues. The report has highlighted some issues, like, labor shortage, financial issues, bad market reputation as well as lack of capability to manage data breach activities. Multiple websites, which are review providing platforms, have highlighted that multiple consumers have provided negative reviews on the basis of the company’s services and hygiene issues. It is identified that Trustpilot has provided 1.7 stars to the hotel chain. The images are highlighting the bad reviews of the consumers on multiple IHG hotels. Another review from TripAdvisor highlighted that consumers are not happy with the reward program of IHG and they identified the reward program as a fraud. The image is highlighting the 1 star rating and bad feedback of the unhappy consumer. Apart from that, it is also vital to highlight that the company has gained some positive reviews from the media and employees because of the community activities. For instance, it is identified that, multiple periods, IHG hotels has supported LGBTQ community and such an activity is largely supported by media houses. Apart from that, the company also has the policy of zero tolerance against discrimination. LGBTQ community individuals are largely accepted in the company as employees and IHG also supports pride months in its effective manner and distinctively. The report also has tried to highlight the outer environmental forces which are affecting the company’s services and strategy making process through the PESTLE analysis. From the study of the PESTLE analysis it is identified that political factors, like, Russia and Ukraine war, are affecting the hospitality sector in multiple manners. For instance, the western governments have imposed restrictions on Russia and it has forced the organizations from the western regions to not serve the Russian market and it has created revenue loss for the companies. Apart from that, costs of multiple raw materials and oil have enhanced which is also affecting the hospitality and travelling sector. From the economic situation analysis it is identified that the inflation in the UK is enhancing which is transforming the purchasing behavior of the consumers. Such a situation also has affected the profit margin of the organization. All the other PESTLE factors have been analyzed. The report also has highlighted the internal environment of the company through the utilization of the SWOT analysis, in which the strengths, weaknesses, opportunities and threats of the company have been highlighted. For instance, a vital strength of IHG hotels is its “asset light structure” The organization is adopting this by effectively applying predominantly franchise structure in the US, maintained structure in AMEA as well as decreasing personal hotels to 8 internationally. In this manner the hotel is effectively becoming free of asset, cash generative as well as is effectively returning the surplus money to shareholders of IHG post strategic financing. According to the data of the year 2020, IHG has returned almost 13.6 B GBP of cash to shareholders. This assignment has analyzed the bad issues and good reputation of the company. The necessity of sales and marketing, finance, IT and consumer experience has been highlighted for the hospitality sector and for IHG hotels. An action plan has been created to highlight the strategies which can help the company to manage its risks
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[bookmark: _heading=h.gjdgxs]1.0 Introduction
Reports purpose
The purpose of a consultancy report is to provide a document which highlights expert solutions and knowledge for technical issues (Yacoub and ElHajjar, 2021). It is effectively written by experts and consultants, specialized in some specific sectors, for organizations and individuals who totally lack the experience and knowledge in that certain sector. This assignment will analyze multiple aspects related to IHG hotel’s services and strategies. It is an established hotel chain in the UK, however it has some issues. The consultancy report will highlight the issues of IHG hotels and will provide an action plan to manage the issues. Some recommendations will be provided on the basis of the analysis. This assignment will provide those recommendations to highlight a summary of the action plan (Alonso et al. 2020).
Issues to be address
The vital issues of IHG hotels and resorts which will be addressed in this consultancy report are, bad market reputation, financial issues, staff shortage and lack of data breach management processes (hotel techreport, 2022). From multiple travel guide websites and media houses it is identified that the hotel chain company has attracted multiple negative online reviews and “word of mouth” negative publicity because of poor service and consumer management. Apart from that, because of the financial loss, IHG decided to cut some jobs and it also created panic among the employees (hospitalityinsight, 2022). It is also identified that, IHG has failed to safeguard its consumers and personal data multiple periods and the hotel chain has become vulnerable to cyber-attack (ihg, 2022). The most current situation will be highlighted on the basis of cyber attract. The labor shortage in the hospitality sector, after covid situation and the current inflation has become a large issue for IHG.
Processes to be utilized to analyze the issues
Qualitative data gathering processes will be utilized to analyze and highlight the issues in a more detailed and better manner. Multiple news articles and media reports and company’s reports will be reviewed (companieshistory, 2022). Apart from that, some websites in which consumers and employees provide their reviews will be analyzed. The SWOT and PESTLE analysis will be done to identify the outer and internal environmental factors which are creating the issues for the organization.
[bookmark: _heading=h.30j0zll]2.0 Scope and analysis
IHG hotels and resorts: IHG, also identified as “InterContinental hotels group” is an established and multinational hospitality organization. The headquarters of the company is in Denham, Buckinghamshire (ihg, 2022). At the current situation the organization has almost 6,028 hotels and almost 884,820 rooms and it was established in 2003 by Juan Trippe. The data of the year 2021 highlighted that the revenue of IHG was almost 2.907 B US dollars. The chairperson of IHG is Patrick Cescau and the CEO is Keith Barr. The data of 2022 revealed that IHG has almost 350,000 employees.
Bad reviews and feedback on media: IHG hotels have attracted multiple bad reviews multiple periods (Trustpilot, 2022). There are some media houses and travel blog websites which have provided very bad feedback to the company on the basis of the consumer’s feedback. For instance, Trustpilot has provided 1.7 stars to the hotel chain. The images are highlighting the bad reviews of the consumers on multiple IHG hotels.
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According to, “Ihgplc, ( 2022), another review from trip TripAdvisor highlighted that consumers are not happy with the reward program of IHG and they identified the reward program as a fraud. The image is highlighting the 1 star rating and bad feedback of the unhappy consumer (Dogru et al. 2020).
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According to, “market research, 2022”, apart from that, consumer affairs has provided an almost 3.5 star out of 5 to IHG. Some verified consumer’s reviews are:
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Apart from that bad feedback from the consumers, IHG also has attracted multiple criticisms for multiple aspects which have affected its market reputation (Crespí-Cladera et al. 2021). For instance, In the year 2012, the hotel chain was accused of price fixing by “the Office of fair trading”. Data breach has always been a vital issue for the company. In the year 2017, the company admitted effectively to the data breach (consumer affairs, 2022). In the year 2022, the hotel com pay has admitted another large data breach activity which had effectively disrupted the applications of booking. IHG also got a warning from ASA, also identified as “the UK advertising standards authority” to contain VAT in the company’s advertised prices. In the year 2017, the hotel company was accused by the mayor of London of failing to effectively fulfil the commitment to effectively pay the living wages. It also has gained bad feedback for food poisoning activity. Some bad reviews occurred because of the unhygienic environment. At the current period, staff shortage has also become an issue (Guillet and Chu, 2021).
Positive market reputation: multiple media houses have covered the news that IHG hotels and resorts have taken multiple initiatives for the wedding season. There are multiple advantages which can be utilized by a marrying couple (Franco et al. 2020). For instance, 1kg of complementary wedding cake is provided by the hotel without any cost. A 2-night voucher for staying free at the hotel for 2 individuals is available (Tripathi, 2021). Apart from that, there are some websites, like, indeed and glass door which have provided good stars to the company on the basis of its employee’s feedback (ihgplc, 2022). IHG hotels and resorts has also got recognition from “the human rights campaign foundation” to be the most effective place to act for the LGBTQ equality. IHG also celebrates the pride month around the world. It is also identified as the LGBTQ friendly hotel company.
PESTLE analysis:

	Political
	· The current Ukraine and Russia war is affecting the hotel and hospitality sector.
· The UK and India have postponed the free trade agreement because of some misunderstanding and it has created some toughness between the regions which will affect the hospitality sector.
	(Mardones, 2022).
(Kasemsap, 2020).

	Economical
	· The UK is going through inflation.
· The effect of covid situation on the international economy.
	(Breinlich et al. 2022).
(ihgplc, 2022).

	Social
	· Effect of cultural distinctiveness.
· Purchasing behavior and travelling trends among consumers have transformed after covid.
	(Gretzel et al. 2006).
(indeed, 2022).

	Technology
	· Enhancement in online bookings.
· Utilizing data analytics for customization.
	(Xia et al. 2022).
(ihg, 2022).

	Legal
	· Travel restrictions after covid.
· Law related to data breach.
	(Kong et al. 2022).
(krebsonsecurity, 2022).

	Environmental
	· Green engagement process and sustainable processes.
· Assessment of water risk by IHG.
	(Khonje et al. 2019).
(technofunc, 2022).



SWOT analysis:

	Strengths
· Asset light service structure.
· Large geographical availability with aim at priority markets.
· Consumer experience.
· Powerful digital outlook as well as adaptation.
· Effective leadership.
· Strategic link to spread its portfolio.
	Weaknesses
· No economic hotel company.
· Failure in data breach management.
· Bad reputation in the market.
· Financial issues.

	Opportunities
· Fragmented hotel market.
· Enhanced international travel of tourists.
· Technology facilitated and enhanced bookings.
· More services and products.
	Threats
· Staff shortage in the hospitality sector.
· Sharing economy in the hotel sector.
· Unprecedented situations, like, covid situation leading to instability in the market.
· Enhanced reliance’s on intermediaries.



Analyze the PESTLE findings: some vital findings from the PESTLE analysis are:
· Ukraine and Russia are at war and it has affected the international market very badly (Achim et al. 2022). Russia has faced multiple restrictions from the international communities and western regions, which has stopped multiple western companies from running their services in that country (costar, 2022). Apart from that, in Ukraine, the environment is not suitable for international companies to run their services smoothly because of the Russian attack. The war also has enhanced the costs of multiple raw materials, like wheat and oil, which directly is affecting the hospitality sector.
· Situations are not all suitable between the UK and India after the decision of Liz Truss on the FTA (mordorintelligence, 2022).. The FTA has been postponed for the period and such a transforming equation between the regions will affect the hospitality sector.
· After covid situation and the Russia and Ukraine war, the world economy has entered an inflation period (jonesday, 2022). The economic situation of the UK is not stable which is risky for the companies running in the country.
· Technology is supporting the hotel sector, like, a blessing. IHG hotels are utilizing technology to market its services, manage its services, maintain a good interaction with consumers through social media and receive payment through digital apps. However, because of technology the cyber-attack activities have enhanced (Chang et al. 2020).
Analyze the SWOT findings: some vital findings from the SWOT analysis are:
· A vital strength of IHG hotels is its “asset light structure” The organization is adopting this by effectively applying predominantly franchise structure in the US, maintained structure in AMEA as well as decreasing personal hotels to 8 internationally. In this manner the hotel is effectively becoming free of asset, cash generative as well as is effectively returning the surplus money to shareholders of IHG post strategic financing (yahoo, 2022). According to the data of the year 2020. IHG has returned almost 13.6 B GBP of cash to shareholders (Jones and Comfort, 2020).
· IHG has its availability in almost 100 markets with almost 886,036 rooms. IHG has almost 87 percent of “total open rooms” as well as almost 89 percent of pipeline rooms. IHG also has a powerful availability in enhancing markets.
· The organization has faced multiple data breaching activities which highlights its weakness in managing consumer data.
· IHG has engaged with multiple criticisms, like, food poisoning, price fixing and multiple bad feedbacks from consumers for poor hygiene management.
· Staff shortage in the hospitality sector is going to create some issues for the organization. The shortage is the outcome of Brexit and remote working processes.
· IHG has the scope to spread its market in new regions to look for alternatives which will help the company to balance its losses (Pillai et al. 2021).
[bookmark: _heading=h.1fob9te]3.0 Analyze the issues
Bad market reputation: IHG hotels are an established premium hotel chain organization. It has multiple hotels franchises and rooms in the world (Hao et al. 2020). The organization has a good reputation in the market for being a LGBTQ friendly and employee friendly company; however, there are some bad reputations also. Such a bad reputation is affecting the company’s profitability. It is identified that, there are some websites and travel sites where consumers put their valuable reviews related to any company and a service and on the basis of the reviews the companies are being rated by stars. In multiple situations, it is identified that visitors are not happy with their experience in the IHG hotels. For instance, according to, “sitejabber, 2022”, IHG hotels have the consumer rating of almost 1.81 stars from almost 21 reviews highlighting that multiple consumers are basically not satisfied with their stays and purchases. Apart from that, consumers and visitors complaining about IHG most frequently and continuously highlight consumer service issues. IHG ranks almost 381st among the Hotels sites. For instance, a consumer, with the id of Tm., on sitejabber ranked “IHG’s Holiday Inn express the worst” with just 1 star. The consumer stayed at the Holiday Inn in July of 2021's New Jersey place. The consumer revealed that the pool and room were dirty and the employees were very rude at breakfast. Next door physical fight next door was also faced by him and the gym at the hotel was nasty (Giousmpasoglou et al. 2021). Apart from that, no sanitizer was available and tower management was very bad. Another consumer, who stayed at IHG on 2022’s 8th of June, also complained about the hotel’s service. According to him, he rented a clean room on the basis of images he saw on the hotel’s online sites. Apart from that, at the period of booking he saw a pool on the hotel’s page. However, after checking in at the hotel at Minneapolis airport, he did not find a pool and the management denied having a pool at the hotel. The consumer demanded a total refund for the fake online representation. The situation is equal for IHG on Trustpilot which has given a 1.7 star to the company on the basis of the consumer’s feedback. A franchise of IHG is Crowne plaza, established at Istanbul. One customer asked to avoid staying in that hotel because he had a very bad experience. The food sector was terrible, the room service employees were not experienced and the rooms did not have any sound barrier. Apart from that, a Canadian consumer rated IHG with 1 star because he faced a very bad refund related issue at the company. The headquarters of IHG identified the bad reputation in the market and has started to end multiple contracts with some subpar hotels. To enhance the reputation and customer service, IHG is dropping some hotels compared to the opening number. In the year 2021, IHG removed almost 61 hotels and resorts with almost 9,500 rooms and multiple   hotels which are being dropped belong effectively to Crowne plaza and Holiday inn. The CEO of IHG highlighted that the company was strategizing to remove almost 200 underperforming franchises from the company’s network to enhance consumer service as well as better place in the market. IHG thinks that dropping hotels with very low ratings on consumer service will enhance company profiles, effectively making the company more desirable. The organization views a large scope for hotels which are not currently affiliated and integrated with vital hotel groups, almost 60 percent of hotels and resorts in Southeast Asia and Middle East are independent (Davahli et al. 2020).
Good reputation: not every company has only bad things to be highlighted. IHG has a good reputation also. For instance, the organization is appreciated for being a LGBTQ friendly hotel group. It also recruits LGBTQ individuals without any discrimination. Apart from that, it also highlights pride activities on its websites and hotels. Multiple media houses have highlighted this positive site of IHG. It is identified that the employees find IHG a good place to work. For instance, on the basis of the employee’s feedback, “indeed, 2022” has given IHG a 4.1 star. Multiple employees have highlighted that IHG has a productive and effective environment to work (Nhamo et al. 2020). The internal culture of the company is identified as a good culture. Glassdoor also has provided a 4 star to IHG and highlighted that it has a good work culture. Not just employees, some consumers also identified IHG as a good place to stay. They highlighted that IHG has chosen its hotel’s location very strategically which attracts multiple consumers.
Staff shortage: despite continued achievements in revenue and occupancy in the last 18 months, the hotel sector still fights with persistent as well as vital labor shortages. It is identified that, a newly launched research by AHLA, also identified as “the American hotel and lodging association” surveyed more than almost 500 hoteliers in 2022’s May as well as identified that almost 97 percent of the survey respondents faced shortages of employee, while almost 49 percent faced severe shortages of employees. Such shortages of employees were effectively pronounced in the place of housekeeping, in which almost 58 percent of survey respondents listed this as their largest issue (). In America, Asia and Europe, there still effectively remain multiple unfilled hospitality roles. In the UK, the home country of IHG, the situation of employee shortage is very worse. According to, “bbc, 2022”, in the year 2020 the UK had almost 1.1 M vacancies in the hospitality sector and the number was enhanced in the year 2022. The research of “macrotrends, 2022” highlights that the total employee’s number at IHG in the year 2021 was almost 11,161, however the employee’s number in the year 2020 was almost 12,832. It identifies that the number of workers at IHG in 2021 decreased compared to 2020. Apart from that, the total employee’s number at IHG in the year 2019 was almost 14,436, which was more than the year 2020 and the year 2021 (Yacoub and ElHajjar, 2021). This data revealed that the hotel has lost multiple employees which justify the labor shortage situation in the UK (hospitalitynet, 2022). However, IHG has launched a suite of some advantages containing flexible work managements to its workers in some places, like, Australia, as the company tries to attract as well as retain skilled employees amid the employee shortage affecting the hotel sector because of the covid situation.
Financial issues: from the research it is identified that IHG hotels is facing serious issues related to employee shortage and this shortage has forced the hotel company to invest further in enhancing some perks and facilities for the employees to attract and retain them. Such perks and facilities do not come without investment. For instance, the employees of IHG will have access to its my Perks platform and it carries cashbacks and discounts at over 400 retailers as well as service providers (Alonso et al. 2020). Apart from that, the digital platform of IHG also contains the wellbeing hub and it is designed and created to support employee’s financial and physical wellbeing. The organization is doing over its capabilities to retain skilled employees and it can be identified from the statement of Leanne Harwood, the managing director of IHG, Japan, Pacific and Australia. He highlighted that, individuals who work effectively in the hotel sector identify that IHG is an effective place to enhance a rewarding and advantageous career, however the company identifies that, at the current period, more than ever, it has to do all the things it can to effectively make the best compelling proposition effectively for individuals to join as well as stay in this sector (Dogru et al. 2020). Apart from that, it is also identified that, IHG is dropping some hotels which are not performing effectively and attracting bad reviews. Such type of dropping also is costing IHG hotels very badly. It is identified that the hotel company faced loss for the 2020 financial year and the loss was almost 153 M US dollars. The covid situation continued to affect the financial situation of IHG through the 1st half of the year 2021 as the UK government and governments of multiple regions mandated travel barriers launched in the year 2020 were effectively managed to differing levels. Whilst local barriers in some vital regions were very less strict, containing in the US and China, specifically towards the half’s end, limits on the routes of the international travel remained effectively for the multiple parts. Apart from that, group quarter 1 RevPar was totally down almost 50.6 percent vs the year 2019, which was down almost 33.7 percent vs the year 2020 and quarter 2 RevPAR was totally down almost 36.3 percent vs the year 2019 as well as H1 RevPAR was totally down almost 42.6 percent vs the year 2019. At the period of 6 months on 2021’s 30th June, total revenue of IHG decreased by almost 69 M US dollars to almost 1,179 M US dollars, containing an almost 139 M US dollars decrease in the revenue of cost reimbursement (Crespí-Cladera et al. 2021).
Data breach issue: IHG hotels, the head of Holiday inn as well as Intercontinental hotels among multiple others, suffered a serious cyber-attack and malware attack on the September’s 1st weekend which affected the company’s central process of hotel booking as well as its mobile apps. IHG carries almost 17 total hotel companies in the portfolio, effectively ranging from the upscale to spread stay properties. Apart from that, the UK-oriented team has more than almost 6,000 hotels across almost 100 markets. It is identified that the malware attack was effectively revealed to the public by manner of “mandatory London stock exchange filing”, however chatter started to occur on social platforms as well as hotel websites in September as consumers started to identify toughness logging in effectively to the company’s booking process as well as accessing mobile application features (Guillet and Chu, 2021).
[bookmark: _heading=h.3znysh7]4.0 Findings

	Sections and department
	Necessity for IHG hotels
	Academic insight
	Sources
	Identified issues on the department

	Marketing and sales
	IHG hotels are utilizing the strategy of market differentiation in segmenting the market in accurate divisions of market on the basis of traits of the differing requirements as well as characteristics of its target markets.
	The sales and marketing team is liable for enhancing the revenue of hotels by creating strategies as well as plans for the company to enhance revenue. This team is effectively tasked with creating advantages from company verticals, like, room occupancy, leisure facilities, spaces for weddings and restaurants.
	(Mataram et al. 2021).
(tradingeconomics, 2022).
	The sales of the hotel company has decreased in the year 2021 compared to 2019 because of multiple factors, like, bad market reputation, covid restrictions and government level implications.

	Finance
	The financial research and analysis for IHG is vital in effectively informing its investors on optimal decisions the investors need to adopt. The covid situation has affected the company very badly and its revenue decreased in the year 2021.
	The finance sector in the hotel companies carries the role of effectively tracking the price of running the companies as well as ensuring that the revenue of the hotels make some profit.
	(Soriano, 2005 ).
(Mihalič et al. 2015).
	From the sales sector it is identified that, IHG’s revenue has decreased in the current period which identifies a financial loss for the company. However, because the organization is an established hotel company and running its services for a longer period, it has a powerful financial position to invest in resources.

	 Consumer experience
	IHG hotels effectively captured its name in the top 10 list of the world’s most admired hotel organizations in the year 2018 on the report of “the American consumer satisfaction index”.
	In the hospitality sector, the CX is all the things. It is the journey which begins with the awareness of a consumer of the hotel as well as enhanced through every touchpoint of the consumer, establishing equity of the organization which drives all the things from positive digital reviews to the repeat purchase.
	(Walls et al. 2011).
(thomsonreuters, 2022).
	The organization has achieved some awards for its CX strategies, however, it is also identified that consumers have provided very bad reviews to the hotel company on multiple rating providing websites.

	IT
	IHG hotels, a vital and established hotel company, have multiple utilization of IT. The company invests millions of dollars in IT and technology. For instance, IHG has declared a link with Winnow, a technology organization to support IHG’s hotels automatically, analyze, and track as well as decrease waste of food for more effective and sustainable restaurant as well as bar services.
	Technology and IT plays a very vital role in the hotel sector. Consumers and companies can get profit from enhancements in interaction, consumer service processes and reservations. Technology also effectively allows continuous interaction as well as streamlines the experience of the consumers, from reservations to the checkout processes.
	(Ham et al. 2005).
(sjgrand, 2022).
	IT is a vital aspect for IHG however it is identified that for multiple periods, IHG has failed to manage the data of its consumers and faced data breach situations.


The research has identified that sales and marketing are vital sectors in the hotel sector as they effectively correlate to a hotel’s profitability. Apart from that, the sales and marketing team in a hotel, like IHG, is liable for enhancing its revenue by effectively enhancing approaches as well as plans of the company to enhance revenue. Multiple companies in the hotel sector have just 1 team to manage marketing as well as sales functions; however, IHG hotels have distinctive teams to manage the 2 functions. At IHG, the sales and marketing team have some vital liabilities, like, enhancing marketing approaches as well as plans, effectively liaising with the advertising companies, enhancing media schedules as well as execution of the hotel’s marketing campaigns. IHG also has the public relations team which manages the hotel’s interaction and reputation. The finance team at IHG also helps the hotel company to run its services in an effective manner. It is the finance team of the company which plans for the economic situations of the company. If IHG needs to invest in a research team then it is the responsibility of the financial individuals to analyze the need and on the basis of the requirements allocate finance. In marketing, finance plays a vital role. It is identified that, in the current period, IHG has lost its revenue because of multiple environmental reasons. Consumer experience is a vital aspect for any company. It is the consumers of a hotel which provide required fuel to the company’s finance. All the marketing strategies are enhanced to attract the consumers. However, internal services are very vital to manage a good reputation. IHG has won multiple awards for its effective consumer services and it provides an effective CX to its consumers (Franco et al. 2021). However, the organization also has attracted multiple bad reviews for multiple reasons. For instance, multiple consumers have highlighted that the hotel company has not top level cleanliness in its hotels. From the research it is identified that IT and technology are very vital for the enhancement of the company. IHG invests millions of dollars to secure its IT processes and to adopt new technology. However, the company has faced some data breach issues which highlights the organization’s lack in data management process. However, technology has helped the company to become more sustainable in its sector.
[bookmark: _heading=h.2et92p0]5.0 Action plan

	No
	Issues
	Solutions
	Outcomes
	Period
	Budget

	1
	Weak market reputation and negative reviews
	· IHG needs to add more value to its services, like, clean rooms and more dedicated consumer services.
· Enhance the reputation of the company by talking directly and effectively with the consumers.
· Quick response on the negative reviews of the consumers.
	The current poor reviews will be enhanced and the quality of the services also will be enhanced. Apart from that, the consumers will be happy by identifying that their reviews are vital for the company and they are valued.
	4 months.
	30,000 GBP.

	2
	Financial issues
	· The company will need to cut extra expenses in unnecessary things, like, unnecessary employee management programs and managing the internal decorations for a limited period. It will help IHG hotels to save more finance and its reducing financial revenue will be managed.
· A financial waste management team will be allocated to not just analyze the extra expenses, but also to earn money from managing and selling organic wastes to some other sectors. For instance, the waste food products could have been sold to the farming sector and the farmers will be able to make natural pesticides with low cost.
	By doing this IHG will be able to manage its waste more sustainability and its revenue will be managed from decreasing.
	12 months.
	50,000 GBP.

	3
	Data breach issue
	· The total data process of the company will be analyzed.
· Support from outer resources will be required, For instance, a breach attorney and coach experienced in the privacy and security compliances will be needed to get help with the data breach situation. The coach will enhance an interaction strategy.
· Cyber insurance will be needed.
	It will help the company to manage its employees and consumer’s data and personal information and it will enhance the trust of the consumers on IHG hotels.
	6 months
	60,000 GBP



[bookmark: _heading=h.tyjcwt]6.0 Recommendations and conclusion
[bookmark: _heading=h.3dy6vkm]6.1 Recommendations
· The main issue of IHG at the current period is that multiple consumers are providing negative reviews to the company on online platforms which is affecting the hotel’s market reputation. The most effective manner to maintain the online reviews is to effectively do everything in IHG’s power to give a better and effective experience to its consumers. IHG needs to ensure that its employees are polite, manage with any type of complaints effectively as well as in a very helpful manner as well as IHG needs to ensure that its rooms and internal decorations live effectively up to the expectations. It is identified that, the more effective and happy consumers the hotel will have, the more advantageous and positive reviews IHG will receive.
· Another vital issue for IHG hotels is data breach activities. The organization faced a data breach attack of the year 2017 and in the year 2022 IHG again faced the data breach situation. Such situations are affecting the organization’s reputation and consumer’s confidence in the hotel company. IHG needs to follow some vital steps to stay aways from the data breach activities. For instance, to manage the risk and issue of losing information it is vital to make an effective habit to back up the data. It will contain the financial records, consumer data and personal information. Backing effectively up the data is basically cost-effective.
· Another issue facing IHG hotels is the labor shortage issue. Not just IHG, the hospitality sector is facing employee shortage issues because of remote working trends, Brexit and inflation. In such a situation, IHG will need to put more strategy to attract new and skilled employees to the hotels. The organization already has some employee rewarding strategies and initiatives which are supporting its employees in their bad period. However it is identified that the existing strategies and initiatives are not very effective. The hotel can decrease the daily amount of work to set the employees relaxed. IHG also can establish some enjoyment programs and sectors in the organizations. Women with small children will need to be allowed to work in the company and the company will need to provide total facility to the women, for instance, IHG can establish a sector in which the women can put their children. IHG will need to hire some experienced nannies. In this manner the women will be less worried.
[bookmark: _heading=h.1t3h5sf]6.2 Conclusion
From the study of the assignment it can be concluded that organizations have to manage multiple aspects to run their services in the competitive market. This assignment is a consultancy report which has analyzed multiple issues of IHG hotels. It is identified that IHG is an established hotel organization which serves in the international markets. The organization, in the current period has attracted and faced multiple issues because of multiple reasons. The consultancy assignment has identified that IHG has attracted multiple bad reviews from multiple consumers. There are some online platforms and websites in which consumers provide their valuable reviews related to their experience with an organization and the services they got from the company. It is identified that, an online platform, like, Trustpilot has provided just 1.7 stars to the hotel company and the rating has been provided on the basis of consumer’s opinion. Multiple periods, consumers have complained related to the cleanliness and internal services of multiple IHG hotels. Another issue which is affecting IHG hotels is the financial issue. This assignment also has highlighted that IHG is facing an issue of employee shortage, which is a vital issue in the hospitality sector. Data breaching is another factor which is affecting the company. Some positive sides of the hotel also have been identified. For instance, the organization has displayed its support for the LGBTQ community which has highlighted a positive side of the company. IHG does not promote any type of discrimination in the company and recruits LGBTQ community individuals in the organization. The PESTLE analysis has been done to identify the outer environmental analysis of the company. It is identified that the current war between Russia and Ukraine has affected the hospitality sector. For instance, IHG hotels has withdrawn its services from Russia. The SWOT analysis has been utilized to identify IHG’s internal environment. The researches have been highlighted in a table form and an action plan has been provided to highlight some strategies which would help the organization to manage the issues. The action plan also has been provided on a table form.
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Avoid Crowne Plaza Istanbul Old City

I stayed in the Crowne Plaza stanbul Old Gity and the stay was terrible, from cold
coffee and buffet not replenished (breakfast), room service order not fulfilled, poor
service at dinner (the waiter preferred to chat to the barman than deal with the only 2
people at dinner), and the worst, the room had no sound barrier and it overlooked a
very busy and very noisy lobby...we couldn't sleepl! | called Guest Relations who
insisted that my mother needed to join IHG Rewards to get restitution as the
reservation for some odd reason was in her name instead of mine! Funny, they didn't
use that argument when | paid for the hotellll So, basically they took ZERO
responsibilty for the poor service. Well, | travel extensively both for personal and
business and | will go out of my way NEVER to book a vacation or corporate function
with an IHG hotel. | hope it was worth it for them!

Date of experience: September 17, 2022
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Poor Philipinnes based customer service

Poor customer service, next to non support for rewards members. Philipinnes based
support sent me through 6 diff reps and hung up after 32 min - incapable of
answering a basic question

Date of experience: October 19, 2022
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Original review: July 15, 2022

We've been loyal customers for years. Until now. Booked a reservation. drove 6+ hours to get there. get
1o the hotel and they say "sorry we overbooked and don't have any rooms. Call IHG." Call IHG - They try
to put me into a room at a hotel in a completely different location and charge me more money. | don't
think so. | get to someone referred to as a "manager” who put me on hold for close to an hour before the
call ended. Called back 3 more times before getting another human who didn't even tell me she was
putting me on hold: all of a sudden there was silence for more than 10 minutes and the call ended. Call
back again...Get "Dan”...Come to find out they wanted to charge me a cancellation fee on top of
everything??.
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