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[bookmark: _Toc150797688]Executive summary 
The research has performed an investigation on the issues that a particular hotel is experiencing. The hotel selected here is The Westin Grand Munich. Westin Grand Munich is a hotel that is based in Germany. The hotel is renowned in Germany, as it presents a variety of services to the hotel audience. The services include an indoor swimming pool and a 24-hour open Gymnasium. However, there are specific issues that the organisation is facing. The hotel needs help with barriers in language and issues related to staffing. Hence, to solve the above issues, the hotel has consulted a consultancy. The name of the consultancy is Deutschland Consultancies. The consultancy services have sought to mitigate the problems that the organisation is suffering from. Assessment of the market position is desired to evaluate the condition of the hotel in the competitive market. Hence, the company has resorted to the use of various frameworks. 
The Westin Grand Munich, a renowned hotel, faces challenges in maintaining its competitive edge. This report aims to identify these challenges and propose strategic solutions. Key issues include language barriers and employee turnover. A detailed SWOT and PESTLE analysis reveals opportunities for improvement and external factors impacting performance. Recommendations include structured language training programs with specific timelines and enhanced onboarding strategies. Further details on these strategies will be provided in the subsequent sections of the report.

The frameworks used by the consultancy are SWOT analysis and TOWS matrix alongside PESTLE analysis. The SWOT analysis helps to assess the internal environment of the hotel. On the other hand, the TOWS matrix helps to identify the strategies that are used to identify and mitigate the issues. The PESTLE analysis helps in the assessment of the external factors that influence the activities of the hotel. The problems of staffing issues implement extra work pressure on the existing staff. Exerting extra work pressure on the present hotel staff can decline the quality of the services provided by the hotel. Barriers in language are deemed as a factor that negatively affects the organisation. Due to language barriers, the staff of the hotel are unable to understand the needs and preferences of the customers. Hence, it can foster miscommunication. The miscommunication can cause dissatisfaction among the visitors applying for the services of the hospitality sector.

The Westin Grand Munich experiences particular strengths in the market. Munich is a popular tourist spot in Germany. Hence, the hotel can get opportunities to expand its business, thus increasing the productivity of the hotel—however, the hotel experiences specific areas for improvement in the competitive space. Numerous hotels are found in Munich that provide luxury services. Hence, the presence of competitors in the market reduces the total market share of the hotel. However, the hotel has various opportunities in the competitive market. One opportunity is that the hotel can provide additional services to enhance the satisfaction of the customers effectively. However, there are limitations which the hotel experiences in a competitive market. 
Due to the barriers in language, the hotel staff experience trouble understanding the needs and preferences of the customers. Hence, it can decrease the brand image of the customers. However, specific recommendations could be used to solve the above issues. Many tourists have come to Germany from England and other adjacent countries. Hence, having the desired knowledge of other languages is needed. Thus, the hotel could conduct language learning training and sessions for the intended target audience. It is significant for the leaders and owners to learn about the language well. Hence, they, too, need to understand the languages as well. In some circumstances, the organisation's leaders can seek the help of translators to mitigate the above issue of a language barrier.

It is significant for the organisation to understand the impact of the recommendations the hotel has effectively prescribed. Thus, KPIs or key performance indicators can be significantly used. KPIs such as the Average Length of Stay can help the hotel in this aspect. The following metric can help the organisation to understand how long the guests have availed of the service of the hotel. A more extended stay in the hotel means that the customers benefit significantly from the accommodation services. Thus, it means that the hotel has succeeded in achieving satisfaction with the customers.

Recommendations such as practical language training for employees can help them to become bilingual or even multilingual, thus allowing them to understand the needs of various demographics of customers. Speaking only in German will let them meet the requirements of the local visitors. However, it stops them from making the hotel appeal to global travellers. Since the WGM is a large and well-known company, it cannot afford to lose its customers due to this hindrance. That will allow all the other German luxury branded hotels to defeat it, ruining its business operations. An exhaustive action plan with stated goals and a time scale will let the company understand better how it should proceed with the idea. The Westin Grand Munich Hotel can afford to spend much of its finances on achieving the desired results of the plan rapidly. 

Another suggestion which can also prove to be immensely helpful to the hotel organisation is concerning its staffing obstacles. The lack of onboarding and recruitment talents of WGM has forced it to lose many employees. That can be rectified with the help of new methods of training as well as with the aid of new and previously experienced employees. It will lower the burden of work on the present members of the staff. Such implementations will require a lot of money and time. Nevertheless, they can allow the corporation to ameliorate consumer satisfaction. It will then be able to regain its leading position in the market. 
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The Westin Grand Munich, a renowned hotel, is grappling with personnel and language barrier issues that are impacting its services. This report, prepared by Deutschland Consultancies, aims to address these challenges. The hotel’s primary concerns include high employee turnover and communication difficulties due to language barriers. These issues underscore the need for strategic consulting services. The report will delve into a detailed analysis of these problems, the scope of which will be outlined in the subsequent sections.
The Westin Grand Munich is a luxury hotel brand based in Arabellastr, Munich, Germany. The luxurious hotel seeks to enhance the guests' wellness and focuses on moving, eating, and sleeping well. The hotel has a total of 627 suites and rooms (Marriot, 2023). Some of the exclusive accommodation services provided by The Westin Grand Munich are Bavarian rooms, Deluxe rooms, and Westin Executive rooms. The luxurious hotel based in Germany has two restaurants, 24-hour gym facilities and a Spa for relaxation. The hospitality company has a beer garden alongside a large indoor pool. The drop bar helps to serve an array of drinks that the guests can enjoy (Marriot, 2023).

Furthermore, the hotel provides a breakfast buffet that is rich in form. It is provided each morning by the Greenhouse restaurant. Other facilities provided by Westin Grand Munich are non-smoking rooms, fast Wi-Fi facilities and onsite parking. However, the hotel organisation needs help with housekeeping in Germany. The company is facing issues related to staffing and language barriers. Both factors are responsible for causing disruptions in operations made by The Westin Grand Munich. The hotel is facing high rates of turnovers.

A high rate of turnover poses difficulties for The Westin Grand Munich to hire and retain efficient employees or staff (Jhaiyanuntana & Nomnian, 2020). Staffing problems can enhance the work pressure on the existing staff of the hotel. When the workload tends to increase, it can lead to high turnover. The increased workload on the existing staff has consequently led to decreased quality of the service provided to the customers. When the service provided is low, it can cause high dissatisfaction among the customers who are availing of the service (Teck & Karuppiah, 2020). Hence, the poor quality of the service provided by Westin Grand Munich had reduced the brand image of the company. Reduction in the brand image can subsequently lead to reduced revenue generation. 

Another significant housekeeping problem faced by The Westin Grand Munich is barriers in language. To attract a diversified guest percentage, a hotel needs to hire multilingual staff. Multilingual staff are desired as they can communicate with guests other than speaking German (De Carlos et al., 2019). WGM faces the problem of the language barrier. As the hotel organisation is unable to communicate appropriately with its guests, it usually leads to the formulation of misunderstandings. Hence, WGM needs help understanding and evaluating consumer choices. Hence, both barriers are responsible for decreasing the guest satisfaction of WGM. Hence, the organisation has approached a consultancy service to mitigate the above problems. The name of the consultancy is Deutschland Consultancies, which is situated in Dortmund, Germany. The organisation focuses on collaborating with the clients collaboratively to understand their needs and wants. The form performs regular research, interviews, and surveys to gain relevant insights regarding the business (Nazarovna, 2022). Lastly, the consultancy firm will systematically detect the issues and find ways to resolve them. Deutschland Consultancies would seek to provide relevant solutions regarding solving the problems of language barriers and staffing issues.

The following consultancy report will perform a SWOT and TOWS analysis of WGM to assess its internal and microenvironment. A PESTLE analysis would be performed to assess the external environment of the hotel organisation. The report will systematically present and describe the recommendations to resolve the issues alongside implementing a change management system. The report would also suggest a brief action plan for the client. A relevant conclusion will be produced at the end of the report to highlight and identify the key findings of the report. These are the overall discussions that the consultancy report seeks to find out.
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   Issue Faced by The Westin Grand Munich
The Westin Grand Munich is one of the popular hotels found in Munich, Germany. The hotel sector focuses on achieving adequate consumer satisfaction. Hence, the hotel provides various services to enhance customer experience. The hotel has its executive lounge, two restaurants, a bar, a spa, an indoor pool, and an open gym 24/7 (Cenni et al., 2020). Moreover, the hotel has non-smoking rooms along with fast Wi-Fi services. However, there are specific issues the hotel had to face that severely affected the brand image and brand reputation of the hotel (Chan et al., 2020). The first significant issue faced by the hotel is problems related to the language barrier. The company is also facing various issues with staffing within the hotel.

  Challenges faced by WGM due to the issues.
Issues of staffing and problems with language barriers have formulated various challenges for the WGM. Language barriers found between the staff and the guest can promote miscommunication. Miscommunication makes it harder for the hotel to understand the demands, tastes, and behaviour of the visitors (Abo-Murad et al., 2019). With correct communication, the guests may avoid difficulties in basic requirements such as conducting room reservations, finding out the meal or booking a taxi or other transportation services. Hence, the staff are unable to fulfil the basic requirements and complete the basic tasks as they are unable to decode exactly what the visitors are demanding from them (Mavridopoulou & O'Mahoney, 2020). Language barriers serve as an impediment towards building relationships with the guests and staff (Buttrick, 2009). Miscommunications in the language can cause a variety of misunderstandings that may lead to the creation of conflicts and, at times, cause frustration among the customers. It results in a waste of money, effort, and time for the visitors (Burnes, 2014). Having language barriers between the staff and the employees working can limit the organisation's ability to provide a personalised experience to the customers.
 Therefore, The Westin Grand Munich needs an active presence on social media platforms. Language barriers have limited the organisation's ability to reach a global audience through social media platforms such as Instagram and Facebook.
Another major issue faced by The Westin Grand Munich is staffing issues. Staffing issues are caused by poor onboarding and hiring, not providing adequate opportunities to the staff for growth as well and inefficient scheduling (Noordzife, 2014). Staffing issues in WGM usually enforce extra work burden on the existing staff. Enforcing extra work on the existing staff can create extra work pressure on them, resulting in poor quality service to the guests. Providing poor-quality service to the guests of the hotels can cause significant dissatisfaction among them (Whittington, 2020). Hence, it reduces the brand image and brand reputation of the hotel company. These are the challenges faced by the WGM due to the impact of issues such as barriers in language and staffing issues.

Assessment of the internal environment of the WGM
It is desired by the consultancy firm to assess the internal environment of the hotel organisation. Assessment of the internal environment can help WGM to know about its strengths, weaknesses, opportunities, and threats. Hence, a SWOT analysis would be performed to help in the proper assessment of these aspects. 
 
	Aspects 
	Description

	Strengths
	· The primary strength of Westin Grand Munich is its location. The hotel is situated in Munich. Munich is a popular tourist spot in Germany. Hence, the organisation can attract a diversified tourist base.
· The hotel organisation attracts tourists who want to experience premium service, coupled with additional services such as a spa, indoor swimming pool and bar. Hence, it is productive for the organisation

	Weaknesses
	· Numerous luxury hotels are found in Munich, Germany. Hence, the hotel faces stiff competition in front of its competitors (Sann et al., 2020). The presence of more competitors reduces the total market share of the hotel in that area.
· The hotel faces staffing issues and language barriers. Hence, it makes it difficult for them to communicate fairly to understand the needs and preferences of the customers

	Opportunities 
	· The tourism industry available in Munich, Germany is growing at a steady rate. Hence, the organisation can actively focus on capturing the growing market, to attract a large section of customers (Lukanova and Ilieva, 2019)
· The hotel can provide additional services along with its existing services such as a Spa, Gymnasium, and swimming pool. It can systematically enhance customer satisfaction and increase productivity (Akhtar et al., 2021).

	Threats
	· The hotel organisation faces limitations due to the problems of language barriers. Language barriers prevent the hotel from appropriately understanding the needs of the visitors, which decreases the brand image (Kichuk et al., 2019).
· The hotel market available is highly competitive by form (Liu et al., 2022). Hence, it can reduce the market share of Westin Grand Munich. Furthermore, negative reviews can play a crucial role in degrading the reputation of the brand (Luo et al., 2021).


                                               Table 1: SWOT analysis
                                               (Source: Self-developed)

A TOWS matrix is required for proper assessment of the internal environment of WGM. It is a tool that is used alongside the SWOT analysis to identify the areas of improvement within the business (O'Mahoney, 2021). The TOWS differs from that of SWOT analysis, which enables a business to identify what needs to be changed.

	Aspects
	Description

	Strengths-Opportunities Strategy
	· Westin Grand Munich should effectively capture the opportunity to expand its business activities in the growing tourism market available in Munich. The hotel should focus on providing accommodation packages that can collectively attract tourists. 


	Strengths-Threats Strategies
	· The organisation should actively focus on hiring staff who are multilingual by form. Multilingual staff can help to communicate with the guests to understand the needs and demands of the customers (Luo et al., 2021). 

	Weaknesses-Opportunities Strategies
	· The organisation must face stiff competition against the competitors who are available in Munich. Hence, to survive in front of the competition, the hotel should provide other additional services to enhance customer satisfaction (Luo et al., 2021). Hence, it can increase and enhance the brand image of the company

	Weaknesses-Threats Strategies
	· The price at which an individual can cater to the accommodation services of the hotel is high in form. Thus, the hotel should focus on relaxing the prices to attract other customers and survive in the competitive market space


                                           Table 2: A TOWS matrix
                                            (Source: Self-developed)

Evaluate the external environment of WGM.
It is significant for the consultancy firm to conduct assessments of the external environment of the hotel. Hence, a PESTLE analysis can significantly help assess the macro factors.

Political factors
The political environment of Germany is moderate by form. The profits incurred by the hospitality sector are subject to two sets of taxes. These taxes are the CIT or corporate income tax and business trade tax. The CIT rate of Germany is 15%, which has increased by 15.825% (PWC, 2023). High taxation on the profits gained by the hospitality sector reduces the net profit margins, thus negatively affecting the profit margins. Hence, the political factor negatively affects Westin Grand Munich.

Economic factors
The market space of Germany faces frequent economic downturns. The CPI, or Consumer Price Index of Germany, was +6.2% in July 2023. However, the inflation rate experienced a slight drop in its value, which stood at +6.1% in August 2023 (Federal Statistical Office, 2023). Despite the drop, the inflation rate remains high in Germany. A high rate of inflation decreases the purchasing power of the customers present in the hospitality sector. Hence, the factor negatively affects Westin Grand Munich.

 Social factors
Historically and culturally, Munich is a prosperous city available in Germany. Munich has rich historical places that attract tourists, such as Munich Residenz and Marie Platz. Furthermore, Munich is rich in Bavarian culture and traditions, such as the Oktoberfest. Due to the rich culture and history, the city can attract tourists both domestically and internationally. Hence, it presents opportunities for hotels to generate revenue. Thus, the factor positively impacts The Westin Grand Munich.

 Technological factors
The citizens living in Germany are technologically advanced. The percentage of Internet users in Germany was 93% in 2022. The rate saw a 2% increase in 2021, which was 91% (Statista, 2023). the high Internet penetration rate presents opportunities for the hospitality sector to conduct online bookings on accommodation alongside receiving payments via Internet services. Hence, it enhances the customer satisfaction of those who avail the services of the hospitality sector. Thus, the factors positively affect The Westin Grand Munich.
[image: ]
                         Figure 1: The number of Internet users in Germany
(Source: Statista, 2023)
[bookmark: _58m1aamn9rh3]  Legal factors
There are a lot of rules and regulations that govern the businesses available in Germany. The Minimum Wage of 2014 ensures that the employees working are entitled to receive a wage of twelve Euros per hour of work (‌Ipleaders, 2023). The legal framework can pose certain disadvantages in the organisations present in the hospitality sector. The hotels that tend to employ a big employee pool increase the cost of operations of the company. Thus, the factor negatively affects the Westin Grand Munich.

  Environmental factors
The citizens of Germany present today are sufficiently aware of environmental sustainability and promoting ethical practices towards the natural environment. Climate change is a significant concern among the citizens of Germany. 
The Federal Protection Act of Germany provides provisions to achieve climate goals. The goals include a reduction in the emissions of carbon emissions by 65% by the year 2030 (Gesetze, 2023). Hence, abiding by such rules and regulations can help the hospitality sector in Germany to protect the environment and enhance the brand image. Enhancing the brand image can help the hotel to attract environmentally conscious consumers. Hence, the factor positively affects Westin Grand Munich.

Sources of data used in the report.
The research methodology implemented by the researcher is secondary. Secondary research is a type of methodology which uses the data that is collected by other researchers (‌Corti et al., 2019). Performing research based on already used data is called secondary research methodology. Focusing only on the data collected from the company website is not enough to perform a critical analysis. Hence, a diversified data pool is required to perform a critical analysis. Hence, the secondary methodology allows data collection through different sources (Sileyew, 2019). The sources of secondary data that are used are government data, statistical records, scholarly journals, articles, sales data, newspapers as well as internal publications. The scholarly journals and articles are collected from relevant databases such as Google Scholar and ProQuest (Burns & Veeck, 2020). These are the sources of data that are used in the following research.
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Recommendations
The WGM has been suffering due to many problems and barriers, such as language barriers and staffing, as has been mentioned above. The linguistic barriers need to be clarified between the employees of the hotel and the guests (Padma & Ahn, 2020). Firstly, all the written matters and instructions at the hospitality accommodation brand should be provided in both German as well as English. Many tourists arrive in Germany from other countries, and a lot of them need to be fluent in the official language of the country (Ushakov et al., 2020). That will be beneficial as most people are able to speak and understand English. Added to this can be the solution of teaching the staff members to communicate through the usage of the language. The workers who need to interact directly with non-German travellers may need to be taught how to speak, write, and read English. The upper management and senior employees of a corporation need to understand various kinds of languages, mainly if they belong to an international company (Zhang et al., 2020). The managers and the leaders of the business entity should also know the language well, and translators will be able to help them as well. Only then can the members of the staff understand the demands, wishes, and trends of customers. Such recommendations lead to a more effective method of performing their tasks, such as booking room and dining table reservations (Shulga, 2021). It can lead to a lowering of the conflicts among clients and employees and increase the company's sales, heightening its profit margin. An international audience can be reached quickly and rapidly as well, specifically through the utilisation of social media sites.

A need for more recruitment and onboarding skills has created the issues related to staffing that the WGM faces. Other reasons for this include not providing enough training and growth opportunities to the workers (Schattenberg & Schneider, 2022). To mitigate this, the Human Resource Management (HRM) department of the hotel organisation must analyse its vacant positions and formulate appropriate job descriptions. Based on that, companies advertise the work and then look for suitable candidates whose qualifications, prior job experiences, and interests align with the description (Liu et al., 2020). Adequate evaluation examinations will let them know whom they should hire, after which enough training needs to be given.

Additionally, WGM might have to hire more people so that their current workforce stays well-rested. Facing extra burdens causes employees to show a lower productivity rate (Gerdt et al., 2019). That is why scheduling should be done more efficiently, too. If these recommendations are used, then the employees will perform better. As a result, client satisfaction, too, will be raised to a high degree, thus increasing the business for the organisation.

Change Management
Change management refers to the procedure of managing change, transformation, and development in a company. Specific risks are involved in making organisational changes, and in handling them, assessing the obstacles is crucial (Bokelmann & Lessmann, 2019). While implementing the strategies for solving the language barrier issues, the firm will face a few troubles. For instance, some staff members may respond poorly to it initially. Learning an entirely new language as an adult is frequently exceedingly difficult (Verevka, 2019). The implementation will force them to spend much time learning English. WGM should make sure to provide the services required for that on their own rather than making the employees pay for it. Another risk that is often involved in this is the fact that much time is spent on that instead of on performing the other tasks of the employees (Weber, 2020). That can result in a lack of profits and may even cause a few losses for the company. The potential problem can be curbed with the help of a strategy. WGM can hire many more English-speaking and multilingual applicants while their current staff are being trained in this regard. That will lessen the chances for the company to face losses. It can, therefore, simultaneously run its business while beginning to make the necessary transformations. During this time, the employees' morale should be boosted to ensure that they do not feel demotivated or fear having their jobs cut.

The strategies required for resolving the staffing issues will bring about many changes whose risks need to be managed. Since the strategies will require training processes and recruits, change management practices and policies must be developed. The work pressures will be reduced, which will end up causing many changes to the schedules of the WGM's employees. The drastic transformations may impact the productivity and motivation of the workers in different ways. The changes that are brought about in an organisation affect its staff members' productivity either positively or negatively (Hugo, 2022). The development will impact the employees positively as their workload will be reduced. However, many may feel that they will become redundant in the hospitality company and will soon lose their jobs. Therefore, their motivation will dwindle, thereby creating a negative effect on WGM. In that case, the managers and the leaders of the hotel should communicate transparently and empathetically with the members of the staff about their positions in the enterprise. 
Training related to change management will have to be initiated, too. The goal of change management teaching and training is to aid workers in navigating organisational developments with success (Nikolskaya et al., 2020). They allow employees to perform well despite all the disruptions created in a business firm. The managers need to be trained first since they will now have to deal with a much greater number of staff members. The HR managers should understand the demands and needs of the newly recruited members as well.

The employees should be taught how to be more versatile and quickly adapt to various transformations. The new duties, responsibilities, and roles of any company must be defined clearly (Verevka, 2019). Along with that, collaboration and cooperation should be encouraged. That is because the working hours of the staff members, in addition to their duties, will change, which may cause some problems or anguish among them. Besides, new training procedures should be developed and implemented, which will cost the company quite a lot of money.

Review and Measurement of the Impacts of the Suggested Strategies
A strategy, when implemented within a business firm, must constantly be reviewed. Together with that, the impacts that it has inevitably created on the enterprise should be measured to check whether it is positive or negative (Park, 2020). The process will also help WGM to find out what they have done well, in addition to the areas in which it needs to improve. Also, each one of the members of a company must understand their positions and jobs better (ARICI, 2021). The procedure of reviewing a strategy consists of four main steps. The first stage includes checking every plan element in detail and trying to realise if the goal has remained the same. It lets organisations know better whether they require changes within the business (Book et al., 2019).

If any changes must be made within the plan, reviews will help corporations decide that better, too. WGM should investigate how its business is performing, and only after that should it implement this strategy for removing the language barriers. The next phase involves knowing if the new strategic process needs to be transformed in specific ways (Hayes et al., 2021). WGM should align Key Performance Indicators (KPIs) with its plan of removing the language barrier, to measure its success or failure. The Average Length of Stay (ALOS) is one of the most significant KPIs in the hotel sector (Jooss et al., 2021). The German company should use this to measure how long the guests have spent at the hotel. Suppose the number is more significant than it had been before. In that case, the successful implementation of the language barrier plan has allowed the staff to understand the visitors' needs better (Eid & Agag, 2020). It could signify that customer satisfaction has increased.

The advantage of the plan, as mentioned earlier, is that the occupancy rate of the business corporation will heighten. The workers in other companies are also tipped better, resulting in maximised employee satisfaction and encouragement (Leyva & Parra, 2021). As the WGM is already a famous accommodation company in Germany, this idea can make it the most successful and well-known hospitality firm in the country.

The strategic plans formulated due to the employment issues must also be reviewed and measured. For that, the changes are clearly communicated to the organisations at first (Chang et al., 2020). In this case, the behaviour of the staff should be thoroughly checked before spending a large amount of capital on changing the system. Measured and reviewed implementations are more successful for organisations as they aid them in making transformations at extremely low costs (Neise et al., 2021). The actions of the staff members should be observed very carefully, and only then can the strategy be finalised. The impacts of this idea will be reviewed by seeing how the developments have affected the performance of the employees and whether there is any transformation in them or not. 
Critically thinking about and analysing the reactions of one's employees is of great importance when a significant change is being brought about in the system (Khaliq et al., 2022). Therefore, the supervisors of the Germany-based hospitality and travel organisation must keep a record of how the change has affected the behaviour of the staff members. The rates of success or failure are measured through the productivity levels of the workers as well as the resultant height of customer satisfaction, which depends upon it (Marinakou & Giousmpasoglou, 2019). That is the desired end goal of this strategy, which is to ensure that staff members feel energised and can achieve the organisational objectives quickly. As housekeeping is a challenging responsibility, it is essential for companies to see to it that employees are paid the right amount (Thams et al., 2022). The benefits of this include satisfied workers, who perform their expected duties to serve customers.

Costs of Implementing the Recommended Strategies
The implementation of any strategy causes an organisation to estimate the costs which it may have to spend on it. Depending on the size of the business, it can either afford to spend a significant amount or choose to expend only a small quantity of its finances (Ali & Anwar, 2021). The WGM is a large company in Germany, and for that reason, it can spend more on making changes than many other hotels in the nation. The price of the language training sessions that companies must pay for is usually an estimate of five thousand German Euros (Chang et al., 2020). It will be the initial costs before WGM chooses to improve the quality further and expend more money. It will take measures for the betterment of its services. The total expenditure on new recruitments, policies, and training sessions will make WGM pay around 15000 Euros since the programme will be extensive.


























[bookmark: _Toc150797692]Action plan 
A table has been given below to identify WGM’s problems and explain its possible resolutions.
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Date of Completion
	Budget

	1.
	The problem here is the linguistic barrier between the members of staff and the guests.
	The solution to the issue is conducting language training for the employees with the help of linguistic experts.
	The desired result is that the workers will be able to learn English fluently and understand the needs of the customers more easily.
	It will take WGM 6 months to obtain the results.
	19th April 2024.
	5100 German Euros.

	2.
	Another problem faced by WGM involves the issues related to staffing, hiring, and onboarding employees. The workers have been feeling overworked, which has lowered their productivity and hampered customer satisfaction.
	The solutions for this include hiring more new recruits, increasing the wages, and providing additional training for specific tasks.
	The extensively trained current staff members and newly selected workers will feel less burdened. That will boost their morale, thereby improving their performance. 
	The WGM will require 4 months to complete the task.
	25th February 2024.
	15000 German Euros.


                                                Table 3: Action Plan
                                                (Source: Self-created)
The table provided above will help WGM to overcome the issues related to language barriers and staffing. An extensive action plan with clearly stated objectives is necessary for any company to curb the challenges that it faces and improve its business in the process (Melián-Alzola et al., 2020). After the hotel organisation can solve its first problem, that is, the one related to linguistic challenges, the staff can help increase customer loyalty. The clients will also feel better after knowing that the employees can understand their troubles efficiently and solve them quickly (Mohsin et al., 2023). The stipulated deadline for the implementation of its solution is the month of April 2024. When a company faces employment problems, it can solve them by changing its training methods (Lisa, 2020). The latter obstacle regarding staffing will be solved through lots of intensive training and the utilisation of new methods in the recruitment procedure. 
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An intensive consultancy report has been conducted on the Westin Grand Munich Hotel; an accommodation services company based in Germany. The Arabellastr-headquartered luxury brand has faced challenges concerning customer satisfaction and staffing. The two main issues which it has suffered due to are employee motivation and language barriers. The background of the WGM has been written down in detail. The problems that it is suffering from have resulted in a high rate of employee turnover and a reduction in worker retention. In addition to that, the business is also not being able to receive a wide range of diverse customer base. That has happened because most of the staff members need to be multilingual. Even though the hotel is comprised of many services, the challenges which have been talked about above have decreased its customer retention rate. The result has been quite significant damage to the reputation, perception, and brand image of the WGM. A massive amount of miscommunication has been caused between the staff members and the clients. A lack of receiving the correct services in correspondence with their orders has infuriated the hotel guests. That factor has led to maximising the complaints given by the consumers. The online reviews they sent have discouraged many people from visiting the hospitality company when they arrive in Germany from the United Kingdom.
An extensive SWOT analysis has been thoroughly conducted on the internal strengths and weaknesses of the WGM, in addition to the opportunities and threats from its external business environment. One of its main strengths is that it is in Munich, a highly populated city in Germany. A weakness that it has resulted from the fact that there are many other luxury hotel brands in the nation, therefore making it go through much competition. The interior environment of the business organisation has also been critically evaluated by using the help of the TOWS matrix. Based on that, many different strategies have been suggested, which the WGM can use to mitigate its problems.

Furthermore, the exterior environment of the given organisation has been analysed, which has analysed the Political, Economic, Social, Technological, and Legal factors of its base country. Through the conduction of PESTLE, it has been found that the political, economic, and legal aspects have created adverse effects, while the rest have had positive ones. A few recommendations have been provided on the two significant issues stated before. How it can use change management to help its employees get used to the transformations has also been written in detail. Along with that, the strategies for reviewing and measuring the suggested plans have been described in detail. A few KPIs have been talked about, which can be used by the WGM to measure the recommended strategies. The costs which the corporation requires for implementing the ideas have been stated in detail.
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