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Executive Summary
This report has investigated an issue which is affecting a hotel in Bangladesh. The Grand Hotel BD situated in the centre of Sylhet; Bangladesh is a small hotel with only 14 rooms. A low budget hotel. This hotel is a three-star hotel. It has a restaurant and terrace. The hotel is close to one of the main airports which is the Osmani international airport. There are various landmarks near the hotel so it is based in a very good location. This hotel is having issues due to the cleanliness of the rooms. There has been a many negative reviews put on booking sites such Booking.com, Kayak, and Tripadvisor. The aim of this consultancy firm the Grand Star consultancy firm is to delve deeper into the issue and help the hotel resolve this issue. Consultancy firms look at look providing the relevant information and feedback along with strategies to help an organisation deal with certain issues affecting the business. This firm’s main objective is to do an in-depth analysis of existing operations to identify the key areas for improvement. To help with the analysis of this hotel this report is going to conduct a SWOT, TOWS and PESTEL analysis. A SWOT framework is beneficial to a company as it looks at the internal factors of the organisation. The strengths, weaknesses, threats, and opportunities. For the hospitality industry a SWOT analysis is very beneficial, it can show the hotel where to monitor to improve on their strengths. A TOWS matrix is a framework that stands for threats, opportunities, weaknesses, and strengths. By identifying the weaknesses, a hotel can mitigate future threats. The TOWS is very similar to a SWOT analysis in the areas it uses to analyse. These two frameworks look at the internal and external factors. The TOWS matrix takes it that one step further by helping to put the plan into action. The TOWS matrix moves forward by building on a plan by acting on from the SWOT analysis. A PESTEL analysis of the hotel will give an insight of any external factors that is contributing to the issues the hotel may be facing. The PESTEL analysis is made up of six factors the Political, Economic, Social, Technological, Environmental, and Legal factors. This is a very useful tool for strategists to use in the analysis of a hotel. There is also many advantages and disadvantages to the PESTEL analysis. Advantages such as if there are any possible threats then this toll can help to provide a warning in advance. This tool also provides a structure approach. Some of the disadvantages are that users may require more data. A PESTEL analysis may not always be suitable to specific situations. 
The Grand Star analysed these issues using these frameworks and made some recommendations. The hotel needs to look at change management. Change management is a method that allows organisations and companies to implement change. An organisation that is facing challenging situations can overcome this by applying change management. In the hospitality industry managing change is to have clear communication, and strategic planning. The process to change management is to implement, plan, and monitor the changes this needs to be done so the change is done smoothly without any issues. A change management process includes five steps: prepare for change, create a vision for change, implement changes, embed solidify changes and finally review and analyse. There are many theories to look at when implementing change management. The theorist used for this report is the Galbraiths star model. Jay Galbraith created his star model in the 1960’s to help organisations analyse their frameworks. The star model’s framework is to help organisations manage and influence the change to employee behaviour. The star model has five categories: strategy, structure, processes, rewards, and people. The star model helps organisations in their business models. This model helps organisations respond to change and adapt over time. The Grand Hotel BD main issues is with cleanliness due to this hotel is receiving negative feedbacks. Negative feedback can damage a hotels reputation. This needs to be managed effectively to give the hotel a better and positive image. Cleanliness in hotels is a major factor as it is one the first things a guest will notice. Cleanliness holds the hotels reputation in hand. To improve the hotels cleanliness a routine needs to be put into place. One of the common issues a small hotel faces is limited staff, which could lead to poor service quality. To overcome this the hotel should provide the relevant training to their staff. Employers need to provide the right training to give the staff an opportunity to better their skills. No matter how experienced one is further training enhances their skills and performance. 
In the workforce creating relationships helps employees build on skills sets to meet customer needs and demands. Workshops and staff training increases staff well-being. It is important to keep the employees engaged and motivated. Employers could introduce financial and non-financial reward systems for employees to make them feel more valued in the workplace. Making changes to any organisation poses challenges it is important to understand that the current levels need to be assessed first to manage change. To effectively manage the impacts of success rates in can be split into two levels. Change management metrics and KPIs. These change metrics will help the hotel enable the employees with the right set of skills required for the organisation. The Grand Hotel BD is a relatively good performing hotel aside the issue that they were facing. With the right change management and recommendation, the hotel will be able to perform to its best. And in the near future could see many positive outcomes by building the brand and its reputation. 
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Introduction
The purpose of this report is that it will investigate a hotel, an international hotel. This report will look at the issues this hotel is facing. It will investigate one department within that specific hotel. The hotel this report is focusing on is based in Bangladesh. This hotel is situated in the heart of the city of Sylhet, in Bangladesh. The Grand Hotel BD in Sylhet is a three-star hotel with a restaurant and a terrace. This hotel is situated close to the nearest airport which is the Osmani airport situated only 10.2 km away. The hotel provides a 24-hour room service, front desk service and free Wi-Fi throughout the property, and fax/photocopying for business customers. The languages spoken in this hotel is Bengali and English. The hotel has family rooms available and provides airport shuttle. (Momondo, 2024). The Grand Hotel is a low budget hotel. It is generally a small hotel and has only 14 rooms in the building, the room sizes are 185 feet squared. The prices range from £10-£12 per night. Double or twin room £10. Family room £12 and superior double room £15. There is no parking available at the hotel. There are various city landmarks right next to the hotel. The Surma Bridge and the museum of the Rajas which are just 1.5kms away.  There are various facilities provided at the hotel (Hotel mix, 2024). When investigated further into the hotel and according to booking.com and other review sites this hotel is having issues with their standards of cleanliness and the hotel rooms are quite outdated. The cleanliness rating on booking.com is 7.8 out of 10 (Booking.com, 2024). To be able to help this hotel make a change and improve its services this consultancy firm the Grand Star Consultancy firm will be able to help point them into the right direction by investigating the main issues. Consultancy firms look at providing relevant feedback and strategies to help a company improve on certain areas and problems affecting their business (Juma, 2023). Consultants play a crucial role in helping hospitality organisations to direct challenges and improve on their operations. Organisational consultancy aims to provide external experts to analyse and advise organisations. Grand star consulting will provide expert advice to a business within the hotel industry. The firm aims to provide in depth analysis of existing operations and identify key areas for improvement and implement best practices and innovative strategies to enhance overall efficiency and guest satisfaction (SiteMinder, 2024). To help analyse the situation and help with the problems and issues with the hotel this report will use theories and frameworks. The frameworks that will be used are the PESTEL, SWOT and TOWS. A PESTEL analysis is a study that investigates external factors, this tool looks at the Political, Economic, Sociological, Technological, Environmental and Legal factors. The Pestel tool uses various factors, and can help professionals in strategic decision making (CIPD, 2024). A SWOT framework analyses the Strengths, Weaknesses, Opportunities and Threats of a company’s position. A SWOT framework helps to evaluate the internal and external factors of an organisation and to develop a strategic planning (Kenton, 2023). The TOWS analysis is the Threats, Opportunities, Weaknesses and Strengths. The TOWS analysis builds on the SWOT model. The TOWS model looks at the bigger picture and creates opportunities to develop some strategies (Lucidity, 2024). Using these frameworks will give strategic options based on the best possible actions to take. Strategic planning in hospitality will develop strategies to gain a competitive edge. 



















Analysis	
The grand Hotel BD is a budget friendly hotel. A three-star hotel which is situated in the heart of the city of Sylhet in Bangladesh. This hotel is having issues with cleanliness and negative reviews online. When delving into the reviews of this hotel from booking sites and other trusted sites this identified that the hotel is experiencing a few issues regarding its cleanliness and the hotel rooms are quite outdated. From one of the reviews of Tripadvisor the guest complained that the TV in the room had no signal, and the phone did not make calls to the reception or services. There was also a case of the pool being dirty and needed to be cleaned (Tripadvisor, 2024). Another guest review from January 2024 gave the experience an overall rating of 7.6 and commented that the “room needed to be fully renovated it was very unclean and sink drain was nasty” (Agoda, 2024). Similarly, many reviews are stating similar things. The feedback from many guests were complaining that the rooms needed to be updated or need to be cleaned properly. According to Kayaks reviews in 9 of the reviews the guests complained of issues were “the hotel was too dirty and lack of ventilation” (Kayak, 2024). Looking at all these negative reviews this will have an impact on the hotel directly. Negative reviews can have a detrimental effect on hotels. Many travellers will research which hotel to book prior to booking. Majority of the time more than 3 out of 4 travellers would use sites such as trip advisor or booking.com. Hotels try their upmost best to avoid negative reviews as one negative review can undo the hotels efforts and hard work. This is the many reasons why hotels avoid getting negative reviews (Whittaker systems, 2022). Cleanliness in a hotel is a major issue as for any guest staying in any hotel the first thing a guest will notice is if the room is clean enough. Guests expect a safe, clean, and comfortable experience when staying in a hotel. Guests are looking for a guarantee of cleanliness and hygiene. Cleanliness can influence a guest’s decision for future stays thus plays a key factor for the hospitality industry (Glow professional, 2024). According to (Trust you, 2023) Cleanliness plays a key role in guest satisfaction. Having a clean room and spotless bathroom provides a good impression and overall gives a positive experience. Online reviews in today’s world of digital technology will significantly impact a hotels reputation. Receiving negative feedback on cleanliness issues will impact a hotels online reputation. This will affect future bookings and cause damage to the hotel’s reputation. Here are a few charts to show how important cleanliness is to travellers:
[image: Global Bottom Three Cleanliness Impact Scores Evolution Q1 2021 Q1 2023]
[image: Changes In Bottom Three Hotel Cleanliness Impact Scores 1](Trust you, 2023). 
Doing a PESTEL analysis of the hotel can give an insight of any external factors that could be contributing to any issues the hotel may be experiencing. It is an essential tool for any strategist to use.  A PESTEL analysis is a valuable strategic tool which is made up of six factors that are:
· Political
· Economic
· Social
· Technological
· Environmental
· Legal (Peterdy, 2024). 
Political factors include tax policies, trade restrictions, political stability, environmental regulations. Economic factors include economic growth, minimum wage, wage rates, inflation, working hours, unemployment. Social factors include population growth rate, cultural norms, health and safety, age distribution. Technological factors mean developments in technology and innovation such as AI. Legal factors include quotas, legislation changes impacting employment, resources, taxation, imports, and exports. Environmental factors include energy consumption regulations, laws for waste disposal, tourism, farming, and agriculture (Pathak, 2020). 
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(Strategy work, 2024).
There are also advantages and disadvantages of a PESTEL analysis. The advantages of a PESTEL analysis.
Advantages:
· If there are any potential threat or opportunities by using this tool it can help to provide a warning in advance. 
· The analysis will help businesses and organisations to understand external trends
· Organisations could be encouraged to use external environments to which they operate
· Provides a structured approach (Strategy work, 2024).
The Disadvantages of a PESTEL analysis:
Disadvantages: 
· Users may require more data
· Some of the information may be incorrect as this tool is based on assumptions
· May prove to be a challenge in keeping up with the pace of the evolving developments
· A PESTEL may not always be suitable to specific situations (Imarticus, 2023). 
The purpose of a PESTEL analysis is to understand what is happening around the world, this can help to plan for the future. This is a very useful tool for any business or organisation (Shilling, 2022). 
A PESTEL analysis for the Grand Hotel BD
	Political:
	Economic:
	Social:

	Government issues: recently the country has faced huge civil unrest with student protests around the country to bring down the Prime minister Sheik Hasina in which she was forced to resign on August the 5th. Due to the protests, there was curfews around the country which affected many businesses (Gupta, 2024).
	Travel and tourism. In Bangladesh tourism is one of the major economic drivers. There are more travellers now than in the past. People are travelling for many reasons, business, leisure, visiting family. Alongside this traveller’s behaviours are changing to hotel choices, travellers look for more opulent hotels (Haque, Jui, Sukrana, 2023). 
	Sustainable development, 
Social change within the community,
Modernisation of the culture,
Cultural diversity,
Social amenities and the enhancement of public services (Alamineh et al. 2023). 


	Technological:
	Environmental:
	Legal:

	Bangladesh has poor internet infrastructure and poor unstable connection in many regions. This limits hotels to deliver smooth services and inadequate online booking payment services can lead to negative guest experiences. Some hotels still use outdated methods such as paper and manual operations (The business standard, 2023).
	Bangladesh is a tropical country; the country is mainly hot in the most part of the year. It is one of the wettest countries in the world. Most of the land area is low lying so recently been experiencing devastating floods (Social net, 2020). 
	Bangladesh hotels must have a trade license,
Businesses must comply with the Bangladesh Hotel and Restaurant Act of 2014,
Hotel owners must choose a commercial establishment rather than a residential establishment which must consist of at least 10 rooms (Rahman, 2024).




Another framework called the SWOT analysis is also something that can be used to understand how the hotel is performing positively overall. A SWOT analysis is a tool that identifies the Strengths, Weaknesses, Opportunities, and threats of an organisation (CIPD, 2024). For the hospitality industry conducting a SWOT analysis is very beneficial as hotels can monitor and improve on their strengths, hotels will be able to mitigate future threats, identify their weaknesses and leverage opportunities (Papp, 2023). 
A swot analysis of The Grand Hotel BD. 
	Strengths 
	Weaknesses 

	· Many good reviews on Tripadvisor about good service, friendly staff 
· Cheap and budget hotel
· Great Location in the heart of the city close to the main airport 
· Many tourist attraction sites nearby
	· Negative online reviews on cleanliness issues
· Quite a small hotel with only 14 rooms
· Not many facilities available on site
· Outdated facilities


	Opportunities 
	Threats 

	· Could expand and make bigger
· Expanding on services provided at the hotel for a broader market  
· Staying attuned to market trends (SiteMinder, 2024). 
· Technological advancements
	· Good performing hotels nearby such as the Grand Sylhet hotel and resort 
· Strong competition
· Economic issues




A swot analysis can be beneficial for organisations as it can help to plan and approach any problems effectively and efficiently. A SWOT can help to pinpoint the strong points of a business and pinpoint them into the right direction. And being able to guide them into the right direction to help build a strong strategy for the hotel business (Catala Consulting, 2024).  The key factors to doing a SWOT is to look at the internal and external factors. This would allow the hotel to build a good strategy plan. 7 simple steps to help are to determine the hotels objectives, map the hotels strengths, map the hotels weaknesses, look for external opportunities for the SWOT, beware of external threats, critically examine the metrics and results, look at tools to help, take the next step (Cvent, 2021). 
And to finish of the analysis, the last framework to look at is the TOWS analysis. The TOWS matrix stands for threats, opportunities, weaknesses, and strengths. TOWS is similar to a SWOT analysis in the four areas it uses to analyse. They are both strategic planning tools which look at internal and external factors. However, the TOWS matrix takes it a step further, it helps put the plan into action. The TOWS matrix is about showing how different categories interact with each other by merging together (O’Rourke-Henriette, 2023). The TOWS matrix helps to move forward by formulating a plan. The TOWS matrix can be used based on strategies of what needs to change by building on the strengths, limiting the weaknesses, making the most of the opportunities and limiting the threats. The advantages of using the TOWS matrix: it will give clear foundations of the strategy, easy to use, assesses internal and external factors and acts from the SWOT analysis (Wallbridge, 2022).
A TOWS analysis of the Grand Hotel BD.
	
	Opportunities
	Threats

	Strengths 
	S/O
Use the cheap prices to attract more customers.
The location is a very good location use this advantage to invest on more facilities.
The use of technological advancements to upgrade.  
Make use of the tourist attractions sites nearby to attract all type of customers 
	S/T
Use the reputation of good customer/guest services to compete with direct competitors. 


	Weaknesses 
	W/T
Deliver better services to get positive reviews, build brand reputation to attract more customers from the competitors. 
Improve facilities to gain competitive advantage.
	W/O
Use more technology to improve on the services provided.
Change room sizes and 
try to upgrade to attract more customers.




Recommendation and Change Management 
Change management is a method which allows organisations to implement changes to the organisation or company which also includes the staffs. Allowing change management helps an organisation overcome and adapt to any challenging situations and reach the desired objectives or goals for the company (Trepanier, 2021). In the ever-evolving competitive world of hospitality it is crucial to understand and embrace new technologies. To regularly manage change management technology helps to streamline guest experiences and improve operations. To manage the process of change management in the hospitality industry it is key to have clear communication and strategic planning (Fletcher, 2024). When it comes to change management the process to implement, plan and monitor the changes in an organisation needs to be done smoothly and without any issues. Employees also need to be involved. Changes can be difficult for employees which is why it is very important to plan efficiently to help them through the transition (IMD, 2024).  In organisations there will come a time when certain situations will arise that will require a change management process. A change management process includes five steps:
· Prepare for change – this step is to understand the necessary changes and get everyone ready and prepared, this will be done by effective communication.
· Create a vision for change – this step is to help create a strategy to achieve transformation and change. 
· Implement changes – the key to this step is to have good communication and excellent management.
· Embed solidify changes – this step is to ensure that once the transformations have happened the staffs do not go back to the old ways.
· Review and analyse – this final stage of the process is to ensure that managers review what worked and what did not and to ensure the important changes were beneficial (Coursera, 2024). 
To instil change management within the organisation one of the theories to look at which will help towards the development in the change management process is the Galbraith’s Star Model. Jay Galbraith created his star model to help organisations analyse their frameworks in the 1960’s. This was the foundation for companies to base their design choices. The star model’s framework was to help manage and influence the change to employee behaviour. The star model has five categories for the design policies to fall into: Strategy, Structure, Processes, Rewards and People (Galbraith management consultants, 2024). 
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Each one of these elements is critical to achieve maximum effectiveness.                           Strategy: is the first element of the star model. This element is used to create a clear and compelling strategy which provides direction and a sense of purpose for an organisation. Structure: is the second element of the star model. This bases on formal hierarchy, roles and who to report to within the organisation. The structure is to enable the organisations strategy to effective communication, coordination and decision making. The structure is based on the external environment and the organisations internal capabilities and resources.         Processes: is the third element of the star model. This is the workflow systems which allows an organisation to allow its strategy to be enabled. Methods should be designed to allow effective and efficient operations. Identifying key business processes and improving over time. Rewards: is the fourth element of the star model. This is how organisations recognise and acknowledge performance. An organisations strategy can motivate employees to perform at their best by using a reward system. This should include performance measurement systems, recognition programs, and compensations packages.                                                                      People: is the fifth element of the star model. This is the human resources within the organisation. Strategies for the right recruitment and development programs. People should be carefully chosen based on the right experience, skills, and values (Khoshdel, 2023).
Jay Galbraiths star model helps companies and organisations in their business models. The model helps organisations to respond to changes and adapt over time. It helps with the strategy, external business environment and market forces. This model has been found to work well with those in charge of implementing and designing organisational structures (Strategyzer, 2023). 
Looking at the analysis of the Grand Hotel BD it is having issues in the department of cleanliness and is receiving negative feedbacks due to this issue. In today’s world technology is what shapes the world. In this digital era everything is published online. Online reviews and negative feedback will damage a hotels reputation. Receiving negative feedback could have an impact to any future bookings. In the other hand receiving positive feedbacks will attract more guests. So being able to manage these effectively will give the hotel a better and positive public image and enhance its marketing (Behrisch, 2024). Cleanliness in hotels is major factor as it is one of the first things a guest will notice. Cleanliness is not just dust and dirt it holds the hotels reputation in hand. It is very important to instil this mindset in every staff. To improve the hotels cleanliness a routine needs to be put into place. Automating the housekeeping department. The PMS system can improve internal communication it will prioritise which rooms are ready to be cleaned. Ensuring regular deep cleaning, as well as daily cleaning deep cleaning needs to be also done. Occasional deep cleaning of high traffic areas which accumulate dirt. Ensuring regular deep cleaning will prevent amenities from showing wear and tear too quickly (Lacalle, 2023).  As some of the complaints were that the rooms look rundown so efficient cleaning would keep it looking good.
The Grand Hotel BD could look at hiring more staff in the housekeeping department or make up a team of housekeepers. The Grand hotel BD is only a small hotel. Small hotels often face a few challenges with limited resources. One of the most common challenges small hotels faces is limited staff which could lead to poor service quality due to the overload of work and overworked employees. However, this could be averted by giving staff the proper training so they can work in multiple roles to ensure smooth operations (Noovy, 2024). Develop a housekeeping strategy. Maintaining hygiene and cleanliness is ways to improve customer satisfaction in hotels. Hotels need to ensure they maintain hygiene standards. To be able to do this effectively hotels need to have a strategy to optimise housekeeping tasks. Outlining how many staffs need to be on shift and creating a cleaning checklist for the hotel. The best way to know how many staff is needed is to calculate how long it takes the housekeepers to clean each room. Hotel owners and managers need to schedule regular deep cleaning this will reduce the risk of exposure to viruses and bacteria. Hotels can invest in the right cleaning equipment such as steam cleaners, pressure washing machines and follow a specific cleaning method. The hotel managers and owners need to ensure that the housekeeping staff know the right way to clean a hotel thoroughly. And need to also provide the relevant training (Aryicle, 2023). 
Employers need to provide the right training for their staff. This means employers need to give the staff an opportunity to better their current skills and learn new ones. Housekeeping training should not be looking at always recruiting new employees, by treating the housekeeping staff with importance will help them reach their full potential. No matter how experienced one is further training will enhance their skills and performance, by keeping them engaged and expand their skills. The best practice is In-person training and shadowing. Clearly talk about what is expected of them in terms of culture, etiquette, interaction, and behaviour (Flex keeping, 2024). Training the team of good customer service skills is very important, having service skills such as empathy, effective communication, and problem-solving. This all plays a crucial role in guest satisfaction. Understanding the significance to guest satisfaction will provide a positive reputation for the establishment. Having good time management and efficiency needs to be key. As it a very fast paced environment. So, with limited time it is important to learn to prioritise tasks and work efficiently (Selander, 2024). 
In the workforce creating relationships builds on morales and skill sets to meet customer needs and demands, investing in team building activities, workshops and staff training also increases staff well-being. Setting clear goals and targets for employees will ensure they meet their goals and aims. It is important for hotels to keep their employees engaged and motivated. If the staff are not motivated or engaged this will affect their performance which could lead to high employee turnover. Employers could also introduce a financial and non-financial reward systems for employees to make them feel more valued in the workplace. Below is an image of what managers could offer (Crombie, et al, 2024).
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In the hotel and hospitality sector, exceptional service heavily relies on the service on the engagement and enthusiasm of the employees. Employees are the frontline of the business. Employee engagement and happiness is vital in the workforce. Understanding employee engagement will make the employees feel appreciated, this will then enhance their performance. By using the reward and recognition program the aim is to create an environment where employees will continuously feel valued for their commitment (Hotelier and hospitality, 2023).
Making changes to any organisation may pose various challenges. Whether it is looking at new technology, a new process or thinking of changing a new strategy it can be daunting. Normally making a change will help an organisation but in certain instances it could pose a challenge. Many challenges an organisation can face is: 
· Lack of support 
· Lack of employee engagement 
· Lack of communication
· Limited resources for change management and limited knowledge
· Lack of measurable outcomes
· Juggling multiple changes
· Sustaining the change (Sinjakli, 2022).
To best understand how an organisation manages change capability the current levels need to be assessed first. Performing a change management strategy can enable to identify the current strengths and weaknesses. This ongoing strategy will help to make room for improvement (Campbell, 2022).
Change is the only constant in life and it is very difficult to embrace something new. Change management is essential to employee experience, so employers can help by supporting their staff to adjusting to new and different ways of working. Change management teams must monitor an employee’s journey before, during and after any organisational change implementation.  To effectively manage the impacts or success rates of change management in can be split into two levels. Change management metrics and KPIs Key performance Indicators (Wren, 2024). For the implemented change strategies, the KPIs and metrics which will be used for this organisation to manage their change management success rate would be employee engagement. Employee engagement metrics helps employers monitor employee’s perceptions towards change initiatives. Employee satisfaction KPIs can measured through anonymous employee surveys and NPS and pulse surveys. Employee training effectiveness is another way to measure success. Training metrics tracks the impact of change onboarding and reskilling initiatives included to the change. A few metrics to monitor post-change effectiveness include: 
· How many employees have completed the training
· The knowledge retention and skills developed through the training programs
· The number employee training programs organised by the hotel
These change metrics will help the organisation and workforce enable the employees with the right set of skills required in the organisation. These changes will help employees with new change initiative (Karpenkova, 2023). The benefits this hotel will see by providing the right staff training is increased guest satisfaction. The hospitality industry is a highly competitive industry no matter how small or big the hotel is the company must strive to give the highest level of quality for their guests, below is an image to highlight the importance of staff training
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Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	One. 
	Housekeeping department, cleanliness issues, rooms not being cleaned properly affecting the reviews on booking sites.
Receiving negative reviews on sites such as Tripadvisor and Booking.com this can heavily damage a hotels reputation.  





	Providing the employees with the right hands-on housekeeping staff training. The staff can practice the specific standards to cleaning and organising the space according to the different types of hotel rooms (Selander, 2024). 
Have a standardised cleaning protocol throughout the hotel to maintain cleanliness consistently. The hotel should conduct regular inspections and audit by internal staff or external agencies to provide any unbiased assessments (Crystal, 2024). 
	Upon completion of the training program the housekeeping staff should be ready to deliver the highest level of cleanliness and provide guests the required comfort during their stay (Augustine, 2024).  The employees will gain the skills to deliver services efficiently and effectively, which will result to job satisfaction and improved efficiency (Tylliros, 2021).  Receive positive feedback to build on the hotel’s reputation. This should lead the hotel to get increased booking and potentially higher room rates and boost hotel credibility (Modern hospitality, 2023). 
	About three to four months.
	1st December 2024.
	Training programmes charge per person admission fee 6,000Tk, which is about £40.
Training tuition 2,500Tk, which is about £17 per month per individual (Skill development institute, 2024).
The hotel could look at a total budget of £3,000 British pounds. 


Conclusion
This report looked at the issues with the Grand Hotel BD in Sylhet, Bangladesh. The Grand Hotel BD is a small hotel. The hotel is facing issues with negative reviews on Booking.com and Tripadvisor due to the cleanliness of the rooms. The Grand star consultancy firm has looked at these issues and ways in which to best to overcome this. This report has looked at theories to help do the analysis of the hotel such as the SWOT, TOWS, and Pestel. By using these frameworks, it has been able to delve further in to how to tackle the situation. By conducting a SWOT analysis has helped look at the strengths and weaknesses of the Grand Hotel BD. This hotel is generally doing well for a small hotel. The staff are friendly and provide a good customer service to the guests. There are a few neighbouring hotels which are doing very well like the Grand Sylhet hotel and resort. These could pose threats for the hotel as these hotels are performing quite well. The TOWS analysis looked at the different components of the SWOT to come out with clear actions for the hotel. The hotel needs to implement change to be able to provide better services to their guests. By listening and looking at the guest reviews posted online the hotel needs to deal with the issue to be able to resolve this. The hotel can provide the relevant training to their housekeeping department staffs. By providing the right training the staffs will develop the right skills to implement it. The hotel will see a change in delivering a difference to succeed in guest satisfaction. This will also help the hotel receive positive online reviews and improve the hotels reputation. Providing ongoing training to current staff is cheaper than hiring new staff and training them up from the beginning.
The hospitality sector in Bangladesh is continuously growing. The country is driven by both domestic and international factors. The expanding economy and the increase in tourism, sees the demand for good hotels being on the rise. Bangladesh’s government promotes tourism to improve the country’s infrastructure and improve the hospitality sectors growth (BW Hotelier, 2024). The Grand Hotel BD has a good future ahead of them. The hotel can develop to expand its hotel into a bigger accommodation soon.
The Grand Star Consultancy group would like to thank the Grand Hotel Bd for choosing this company to help them in their mission to develop and resolve their issues. The Grand Star Consultancy group wishes the Grand hotel BD great success for the future. 




[image: ]


























(Canva, 2024)
Reference List
Agoda (2024) The Grand Hotel BD. Available at: https://www.tripadvisor.co.uk/Hotel_Review-g667997-d20881938-Reviews-The_Grand_Hotel-Sylhet_City_Sylhet_Division.html (Accessed: 3rd October 2024). 
Alamineh, G. Hussein, J. Endaweke, Y. Taddesse, B. (2023) ‘The local communities’ perceptions on the social impact of tourism and its implication for sustainable development in Amhara regional state,’ Heliyon, Volume 9, Issue 6, 2023. Available at: https://doi.org/10.1016/j.heliyon.2023.e17088.https://www.sciencedirect.com/science/article/pii/S2405844023042962 (Accessed: 8th October 2024).
Aryicle, N. (2023) ‘Tips to maintain cleanliness in a hotel,’ 8 March. Available at:  https://www.hoteliga.com/en/blog/tips-to-maintain-cleanliness-in-a-hotel# (Accessed: 15th October 2024).
Augustine (2024) Suggested training schedule for new housekeeping employee’s-hotels. Available at: https://setupmyhotel.com/hotel-staff-training/housekeeping-training/suggested-training-schedule-for-new-housekeeping-employees-hotels-resorts/ (Accessed: 21st October 2024). 
Bangladesh hotels (2024) The Grand Hotel BD Sylhet. Available at: https://the-grand-bd.bangladeshhotels.net/en/ (Accessed: 5th October 2024). 
Behrisch, S. (2024) ‘Turning reviews into revenue: The impact of guest feedback on hotels,’ 25 April. Available at: https://www.onressoftware.com/impact-of-guest-feedback-on-hotel-performance/#:~:text (Accessed: 11th October 2024). 
Booking.com (2024) The Grand Hotel BD. Available at: https://www.booking.com/hotel/bd/the-grand-bd.en-gb.html (Accessed: 28th September 2024). 
BW Hotelier (2024) Dhaka relies heavily on geographic resources like India. Available at: https://bwhotelier.com/article/dhaka-relies-heavily-on-geographic-resources-like-india-513944 (Accessed: 22nd October 2024). 
Campbell, M. (2022) ‘3 major challenges in change management; and how to tackle them.’ 2 May. Available at: https://www.proscieurope.co.uk/thought-leadership/3-major-challenges-in-change-management-and-how-to-tackle-them (Accessed: 17th October 2024). 
Canva (2024) Canva. Available at: https://www.canva.com/design/DAGEd4Q_3aQ/HxDaklLXGjoBJQyxqHRzGg/edit (Accessed: 28th September May 2024).
Catala Consulting (2024) What is a SWOT analysis of a hotel? Available at: https://catalaconsulting.co.uk/swot-analysis-hotel/#: (Accessed: 10th October 2024).
CIPD (2024) PESTLE analysis. Available at: https://www.cipd.org/uk/knowledge/factsheets/pestle-analysis-factsheet/ (Accessed: 1st October 2024).
CIPD (2024) SWOT Analysis. Available at: https://www.cipd.org/uk/knowledge/factsheets/swot-analysis-factsheet/ (Accessed: 9th October 2024).   
Crombie, D. et al. (2024) ‘Retention strategy: How can you keep your staff in your hotel?’ [blog]. 12 March. Available at: https://uniofglos.blog/eventsglos/2024/03/12/retention-strategy-how-can-you-keep-your-staff-in-your-hotel/#: (Accessed: 17th October 2024).
Crystal (2024) From dust bunnies to fresh linens: How hotels ensure immaculate cleanliness for every guest? Available at: https://crystalservices.uk.com/from-dust-bunnies-to-fresh-linens-how-hotels-ensure-immaculate-cleanliness-for-every-guest/ (Accessed: 21st October 2024). 
Coursera (2024) ‘The change management process: what it is and who it is for?’ [blog]. 16 July. Available at: https://www.coursera.org/articles/change-management-process (Accessed: 11th October 2024).
Cvent (2021) The ultimate hotel SWOT analysis in 7 simple steps. Available at:  https://www.cvent.com/uk/blog/hospitality/hotel-swot-analysis (Accessed: 10th October 2024). 
Fletcher, C. (2024) ‘Managing change management in the hospitality industry,’ [blog]. 20 May. Available at: https://nory.ai/blog/managing-change-management-in-the-hospitality-industry/# (Accessed: 11th October 2024).
Flex keeping (2024) 5 best practices for efficient hotel housekeeping training. Available at: https://flexkeeping.com/blog/hotel-housekeeping-training-tips (Accessed: 17th October 2024).
Galbraith management consultants (2024) Star Model. Available at: https://jaygalbraith.com/services/star-model/# (Accessed: 12th October 2024).
Glow professional (2024) The Importance of Hotel Cleanliness. Available at: https://glowprofessional.pt/en/la-importancia-de-la-limpieza-del-hotel-2/#:~:text=Cleanliness (Accessed: 5th October 2024). 
Gupta, R. (2024) ‘Political turmoil in Bangladesh: Hasina’s fall, the rise of an interim government, and regional dynamics,’ Available at: Political Turmoil in Bangladesh: Hasina’s Fall, the Rise of an Interim Government, and Regional Dynamics | Asia Society (Accessed: 8th October 2024).
Haque, T. Islam Jui, F. Sukrana, B. (2023) ‘Factors affecting Bangladeshi travelers selection of hotels,’ [blog] 18 June 2023. Available at: https://www.researchgate.net/publication/371683451_Factors_Affecting_Bangladeshi_Travelers'_Selection_of_Hotels (Accessed: 8th October 2024).
Hotel mix (2024) The Grand Hotel BD-Sylhet. Available at: https://the-grand-hotel-bd-sylhet.hotelmix.co.uk/ (Accessed: 1st October 2024).
Hotelier and hospitality design magazine (2023) Exploring the impactful role of employee recognition. Available at: https://hotelierandhospitality.com/2024/04/22/exploring-the-impactful-role-of-employee-recognition/ (Accessed: 17th October 2024).
Imarticus (2023) ‘A complete guide to PESTLE analysis,’ [blog]. 26 September. Available at: https://imarticus.org/blog/a-complete-guide-to-pestle-analysis/ (Accessed: 8th October 2024).
IMD (2024) Change is inevitable. Are you ready to embrace it? Available at: https://www.imd.org/blog/management/change-management/#:~:text (Accessed: 11th October 2024). 
Juma, A. (2023) What is a Consulting firm? (Types and how to join one). Available at: https://www.indeed.com/career-advice/finding-a-job/what-is-a-consulting-firm#: (Accessed: 1st October 2024).
Karpenkova, A. (2023) ‘9 change management KPIs and metrics to track in 2024,’ [blog]. 27 July. Available at: https://whatfix.com/blog/change-management-kpis/ (Accessed: 20th October 2024). 
Kayak (2024) The Grand Hotel BD. Available at: https://www.kayak.co.uk/Sylhet-Hotels-The-Grand-Hotel.6048243.ksp#navbar-item-reviews (Accessed: 3rd October 2024).
Kenton, W. (2023) SWOT analysis: how to with table and example. Available at: https://www.investopedia.com/terms/s/swot.asp (Accessed: 2nd October 2024).
Khoshdel, S. (2023) The star model: a framework for effective organisational design. Available at: https://www.linkedin.com/pulse/star-model-framework-effective-organizational-design-s-khoshdel/ (Accessed: 12th October 2024).
Lacalle, E. (2023) ‘Hotel Cleanliness; best tips for keeping your hotels room clean,’ 7 December. Available at: https://www.mews.com/en/blog/hotel-cleanliness (Accessed: 15th October 2024). 
Lucidity (2024) An introduction to TOWS analysis. Available at: https://getlucidity.com/strategy-resources/an-introduction-to-tows-analysis/ (Accessed: 2nd October 2024).
Modern hospitality (2023) 7 ways to use hotel guest reviews to boost business. Available at: https://modernhospitality.co.uk/7-ways-to-use-hotel-guest-reviews-to-boost-business/ (Accessed: 21st October 2024).
Momondo (2024) The Grand Hotel Bd. Available at: https://www.momondo.co.uk/hotels/sylhet/The-Grand-Hotel-Bd.mhd6048243.ksp (Accessed: 28th September 2024). 
Mutomorro (2024) Galbraith Star Model. Available at: https://mutomorro.com/galbraith-star-model/ (Accessed: 12th October 2024).
Noovy (2024) 5 Unique challenges of small hotels and how to overcome them. Available at: https://noovy.com/5-unique-challenges-of-small-hotels-and-how-to-overcome-them/ (Accessed: 15th October 2024).
O’Rourke-Henriette, A. (2023) ‘TOWS Matrix – what it is and how to use it,’ 17 August. Available at: https://www.makingbusinessmatter.co.uk/tows-matrix/ (Accessed: 10th October 2024). 
Papp, A. (2023) ‘Hotel SWOT Analysis: discovering improvement opportunities,’ [blog]. 6 September. Available at: https://www.sabeeapp.com/blog/hotel-swot-analysis#:~:text= (Accessed 9th October 2024). 
Pathak, R. (2023) ‘What is PESTLE analysis? Everything you need to know about it,’ [blog].         21 November. Available at: https://www.analyticssteps.com/blogs/what-pestle-analysis (Accessed 7th October 2024). 
Peterdy, K. (2024) PESTEL Analysis. Available at: https://corporatefinanceinstitute.com/resources/management/pestel-analysis/ (Accessed: 5th October 2024).
Polo and Tweed (2022) Benefits of Hotel staff training: Increase guest satisfaction, [blog]. 2 February. Available at: https://poloandtweed.com/blog/benefits-of-hotel-staff-training-increase-guest-satisfaction (Accessed: 20th October 2024).
Rahman, T. (2024). Hotel and Tourism business in Bangladesh. Available at: Hotel and Tourism Business in Bangladesh - Tahmidur Rahman Law Firm in Bangladesh (Accessed: 9th October 2024).
Research gate (2024) The star model. Available at: https://www.researchgate.net/figure/The-Star-Model-Galbraith-2002_fig1_264872052 (Accessed: 12th October 2024). 
Selander, F. (2024) ‘How to train housekeeping staff: 12 best practices,’ [blog]. 30 January. Available at: https://www.lingio.com/blog/how-to-train-housekeeping-staff#:~:text (Accessed 17th October 2024).
Shilling, C. (2022) ‘How to do a PESTLE analysis for your business,’ 16 March. Available at: https://www.simplybusiness.co.uk/knowledge/strategy/what-is-a-pestle-analysis/ (Accessed 9th October 2024). 
Sinjakli, W. (2022) ‘Seven most common change management challenges,’ 30 November. Available at: Seven Most Common Change Management Challenges (linkedin.com) (Accessed: 17th October 2024).
SiteMinder (2024) Hotel Consulting: Best companies and hospitality consulting firms. Available at: https://www.siteminder.com/r/best-hotel-consulting-firms/ (Accessed: 1st October 2024).
SiteMinder (2024) Hotel SWOT Analysis: Examples and template. Available at: https://www.siteminder.com/r/hotel-swot-analysis/# (Accessed 9th October 2024). 
Skill development institute, (2024) Housekeeping Operation. Available at: https://pdc.bsdi-bd.org/courses/housekeeping-operation/ (Accessed: 21st October 2024).
Social net (2020) Country portrait Bangladesh: Social policy, social work, and social economy. Available at: https://www.socialnet.de/en/international/Bangladesh (Accessed: 8th October 2024).
Strategyzer (2023) Implementing your business model with the Galbraith Star Model. Available at: https://www.strategyzer.com/library/implementing-your-business-model-with-the-galbraith-star-model#:~:text (Accessed: 12th October 2024).
Strategy work (2024) What is PESTLE analysis? Available at:  https://strategyworks.io/strategy/what-is-pestle-analysis/ (Accessed 7th October 2024).
The business standard (2023) How technology can transform hospitality in Bangladesh. Available at: https://www.tbsnews.net/thoughts/how-technology-can-transform-hospitality-bangladesh-602958 (Accessed: 8th October 2024).
Trepanier, S. (2021) ‘Change management in the hospitality industry,’ 11 March. Available at: https://hotello.com/en/change-management-hospitality-industry/#: (Accessed: 10th October 2024).
Tripadvisor (2024) The Grand Hotel. Available at: https://www.tripadvisor.co.uk/Hotel_Review-g667997-d20881938-Reviews-The_Grand_Hotel-Sylhet_City_Sylhet_Division.html (Accessed: 3rd  October 2024).
Trust you (2023) What your guests are saying about hotel cleanliness. Available at: https://www.trustyou.com/blog/guest-feedback-reviews/what-your-guests-are-saying-about-hotel-cleanliness/# (Accessed 8th October 2024).
Tylliros, N. (2021) The impact of training in hospitality management. Available at: https://www.linkedin.com/pulse/impact-training-hospitality-management-nearchos-tylliros/ (Accessed: 21st October 2024).
Wallbridge, A. (2022) ‘The TOWS matrix – a guide for leaders and managers,’ [blog]. 17 November. Available at: https://www.tsw.co.uk/blog/leadership-and-management/the-tows-matrix/ (Accessed: 11th October 2024).
Whittaker systems (2022) The impact of a negative hotel review. Available at: https://www.whittakersystem.com/blog/the-impact-of-a-negative-hotel-review/# (Accessed: 8th October 2024). 
Wren, H. (2024) ‘Metrics and KPIs for measuring change management, according to 2 change leaders,’ 22 January. Available at: https://www.zendesk.co.uk/blog/measuring-change-management-success/ (Accessed: 20th October 2024).	
  


2 | Page

image3.png
-10

-9

-8

-3

-2

Global Bottom Three Cleanliness Impact
Scores Evolution, Q1 2021 - Q1 2023

Q12021 Q22021 Q32021 Q42021 Q12022 Q22022 Q32022 Q42022 Q12023

\/\\___/\

«=@==Bathroom Cleanliness «#--Room Cleanliness ==#==Dining Area Cleanliness




image4.png
Global: Changes in Cleanliness Impact Scores,
Q1 2021-Q1 2023

Bottom Three Impacts Q12021 Q12023 Change

Bathroom Cleanliness -9.73 -6.99 +2.74

. Room Cleanliness -8.12 -6.99 +1.13
@ Dining Area Cleanliness 3.9 -2.95 +0.95

Source: TrustYou





image5.png
PESTLE Analysis

Political Factors

Economic Factors

Social Factors

Technological Factors

Legal Factors

Environmental Factors





image6.png
Strategy

Direction

Processes

Information

|mutomorro




image7.png
1. RESPONSABILITIES

« Build an attractive company
culture (e.g. culture &

diversity)
« Understanding a good
leadership
2. TRAINING
/ Onboarding and
orientation allows an
o1 understand of
o ttee, ] business goals.
02 Equally, annual
. refresher and external
iy couses will keep staff
engaged.

Fi ial Non-
Inancia vs Financial (03 (3 jogsecuriTy

2\ D \ Always providing
. B mental and physical
‘ ‘.. 04 care allow employees
et to grow
@ w0

3. GROWTH AND DEVELOPMENT

Allowing staff to keep on
developing by investing in

5. PRAISE AL )
s g qualification and provide them
’“‘:'"g Skah I . opportunities to progress in the
good work througf b

postive feedback




image8.jpeg




image9.png
4
10

Contact
Us

@ www.granastarconsuitancy.com

0 +123-456-789

e hello@grandstar.com

STUDIO SHODWE




image1.png
BEGUM

PREPARED BY.
SYEDA RABNA BEGUM
2131253

DATE!

1ST NOVEMBER 2024




image2.png
Table of

Content
EXECUTIVE SUMMARY 2-3
INTRODUCTION i
ANALYSIS [7-12

RECOMMENDATION AND m
CHANGE MANAGEMENT

ACTION PLAN 19
CONCLUSION 1
CONTACT US 21
REFERENCE LIST

=





