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[bookmark: _Toc166929796]Executive summary
The entire study described the key details of the managerial practices of a popular hotel, Printania Porte de Versailles which is willing to improve overall organisational performance effectively. As per the detailed information it is recognised that bed bugs, filthy rooms and rude behaviour of staff to guests are the very common issues in the housekeeping department of the organisation. All these three significant issues majorly affected organisational brand reputation which is a major concern of the company to improve. In this concern, the study focused on analysing its external and internal business environment by using three key different tools such as PESTEL, SWOT and TOWS. Along with this, the Balance Scorecard also has been used to malaise its internal business environment practices. Using the BSC model, four key internal business management aspects have been analysed including its finance, internal process, learning and growth strategy and customer handling process. Printania Porte de Versailles is very much concerned with providing better accommodation services by ensuring safety and security in the rooms. However, bed bugs create severe constraints to gain their trust and provide better customer services which negatively impact the overall performance of the hotel. The presence of bed bugs in hotel corridors and rooms is a major problem that needs to be improved to avoid its sustainability threat in the highly competitive marketplace. Along with this, filthy rooms are also annoying to the customer which also distracts their attention to get accommodation services in the hotel brand. The core reason behind all these issues is irregular housekeeping services and a poor workforce in its housekeeping department. A further major housekeeping problem is staff are often rude towards the customer which does not give a great approach to respect and values the opinions of guests. At this point, it also decreases the conversion rate of the hotel and gets poor brand value at the end of the period. However, poor knowledge of housekeeping services, technological usage and proper communication style of the staff are the major reasons behind their behaviour. In this concern, the organisational manager needs to be focused on changing its managerial practices in the housekeeping department by providing the right knowledge and approaches to provide a better customer service system in the upcoming situation. Concerning that, an effective training session and dedicating the entire change management team are the two key solutions to implement the change management system. 
The PESTEL analysis implied that due to the high inflation rate in France, the company may face issues in raising its funds which is a major constraint to implement the solution to the change management system. Furthermore, the legal system of the nation is weak and strict regulation may create severe issues to implement the changes successfully. However, the technological usage in France is greatly increased which will provide proper support to improve the training session and achieve high success to improve overall organisational performance in the upcoming situation. As per the SWOT analysis, it is recognised that the company is in a populated location which is one of the biggest strengths of Printania Porte de Versailles and offers accommodation services at the cheapest price. Considering all the key information about organisational strengths, weaknesses, opportunities and threats TOWS analysis implied the marketing strategy of offering accommodation services at the cheapest prices may help the company to attract the attention of key customers from its competitors. Consequently, the firm will become successful in avoiding its threat of sustainability due to high market competition. Furthermore, improving the quality of services by providing more favourable leisure, Wi-Fi and parking services will help to regain the conversion rate from the customer and overcome the weakness of having the worst-rated hotel on the booking website TripAdvisor. 
Once the company focuses on providing an effective training session for its employees it will contribute to developing an effective workforce which is great for enhancing organisational strength and meeting all the strategic goals. Along with this, the hotel organisation also will become successful in overcoming the threat of having poor supply chain management and avoiding weakness by ensuring an effective housekeeping service with proper hygiene maintenance. Analysing the external and internal business environment analysis it is recognised that the company may face severe issues from its external business environment and once the internal business process is poor it will be more complicated. Concerning that the study suggested following Lewin’s Change Model which is one of the most important theoretical frameworks to implement the change management system effectively. As per the change model, it has been recognised that finding loopholes is one of the major activities in the very first stage of Unfreeze to implement the changes. Afterwards, the change stage implies that the change leaders need to provide support to implement the desired changes successfully. Eventually, the last stage of the model such as Refreeze suggested rewarding the employees for their efforts and contribution to implement the changes appropriately. 
At this point, it will motivate them which may increase job satisfaction, and develop and improve overall organisational behaviour towards guests. After all of these, it is recommended for appropriate and regular vacuum services and maintaining an appropriate communication system with guests to overcome the issues in the future. Based on that, an action planned implies the staff will be concerned about listening to all the key requirements of guests respecting their opinions during housekeeping services and ensuring their secure and safe indoor environment. Eventually, Printania Porte de Versailles will become successful over all the issues and use its brand loyalty again with a better customer service system. 
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[bookmark: _Toc166929797]Introduction 
The study aims to elaborate and analyse the issues, currently arising in a popular Hotel, Printania Porte de Versailles. The company has been operating the business of provision accommodation and food services since 1950 (Printania Porte de Versailles, 2024). Starting from the time of its establishment, the hotel has gained customer appreciation due to its location. The hotel has selected a favourable position for business development. Generally, for a hospitality business, location and accessibility play a vital role in determining customer demand. The hotel is situated in Paris, which is the capital as well as the most important tourist spot in France (Ben Lahouel and Montargot, 2020). A vast number of visitors travel to the place for tourism, which has given an advantage to the hotel. Additionally, the hotel is easily accessible due to its location and the transport system of Paris. In addition to this, the higher authorities of the company took a strategy to improve the standards of accommodation services by remodelling the company in 2001 (Printania Porte de Versailles, 2024). The strategy has caused an improvement in organisational performance as with better planning of construction, the room size increased in the hotel. In addition to the facilities, the remodelling has also included the provision of leisure within accommodation services. The guests have the facilities of using Wi-Fi facilities, luggage storage and car parking. 
The facilities offered by the hotel increased the customer attraction towards the company. However, the accommodation service of Printania Porte de Versailles is facing negative feedback from the customers. The guests are complaining about the incompetent housekeeping department (TripAdvisor, 2024). Negative reviews have been generated as customers have been offered filthy rooms with unpleasant odours. In addition, the guests have faced problems due to the presence of bed bugs. The customers also have been dissatisfied due to the negative behavioural approach of the staff. The mentioned issues have degraded the hotel's performance to a great extent. It is vital for an organisation to maintain the customers’ desires for any business services (Milosh, 2023). Printania Porte de Versailles has a serious loss in its hospitality business as a result of its failure to provide appropriate accommodation service to the guests. The study will analyse the particular issues in the study. 
The problems in the hotel will be further investigated by Expert Hotel Consultancy. Consultancy organisations have the responsibility to point out persisting issues in clients’ businesses and discuss their consequences (O’Mahoney, 2021). A similar approach is utilised in this consultancy firm for different hotel businesses. Internal consultants are the professionals within a business, who discover business problems and consult solutions whereas external consultants are hired from other companies (Subramaniam et al., 2011). In the current case, the organisational consultant of Expert Hotel Consultancy has been hired by Printania Porte de Versailles to consult the ongoing issues.   
The report will have a situation analysis of the hotel Printania Porte de Versailles. The model of a balanced scorecard will be used to pinpoint the issues. The model is beneficial for investigating the performance of an organisation focusing on salient parts of a business (Mio et al., 2022) Hence, the model will be used for defining problems. In addition to this, the contribution of external factors to raise the issues will be discussed using PESTLE. Printania Porte de Versailles has some strength despite the development of such business problems. The strengths will be discussed using SWOT. Future strategies of the company will be delivered using the TOWS model. The framework helps a company to use strengths and opportunities to mitigate threats and weaknesses (Youssef et al., 2022). Further, recommendations to solve the problem will be provided using the “Star Model”. The strategy of changing the business will be included using Lewin’s Model. Finally, an action plan along with budget requirements will be provided.             
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Figure 1: BSC Model
(Source: Fatima and Elbanna, 2020) 
Printania Porte de Versailles is losing its popularity because of several housekeeping problems within the accommodation service. As per the reports of TripAdvisor (2024), Printania Porte de Versailles is the lowest-rated hotel in the entire France. The customer rating is negatively affecting the hotel’s performance. The standards of business performance can be figured out with the help of the “Balanced Scorecard” model. The framework is formed of four components, which are, customer relationship, education and growth, internal processes and finances (Fatima and Elbanna, 2020). A balance between each component is crucial to keep up the performance and maintain competitive advantage. However, Printania Porte de Versailles has failed to keep a balance between the components, which has resulted in the reduction of the company’s performance. The ways in which the issues are hampering organisational performance will be described with the support of the Balanced Scorecard. 
Presence of bedbugs in hotel corridors and rooms
The accommodation services offered by a hotel should be dedicated to the safety and security of the guests’ health. The presence of harmful bed bugs in the hotel premises can negatively affect the health of the customers (Penn and Hu, 2020). A similar case has taken place in Printania Porte de Versailles. The uncontrollable presence of bed bugs within the rooms has made the guests uninterested in taking accommodation service from it. The main cause of the issue is a lack of efficiency in internal business processes. Housekeeping is the most important service for a hospitality business (Burnes, 2014). The services need to be efficient enough so that the premises including hotel rooms can be free of any insects. As per the balanced scorecard, issues in internal processes, such as housekeeping can have a negative influence on business performance. Similarly, for Printania Porte de Versailles, the incompetent housekeeping has imbalanced customer relationships as well as financial performance. The company received disadvantageous feedback from customers complaining about the bedbugs they met (Agoda, 2024). Customer feedback plays a key role in a company’s reputation. The negative feedback has decreased customers’ appreciation for the hotel and the sales have decreased as well. Because of the decrease in sales, the financial score of the business has been lowered due to a narrowing down of income level.   
From the investigation using a balanced scorecard, it is understood that the issue has a huge scope in hampering organisational performance. 80% of tourists in France have a choice of unique and authentic accommodation services (Statista, 2024). As Printania Porte de Versailles has failed to meet the choice, the company is facing problems in increasing revenue collection.          
Filthy Rooms
The other issue that has been found in the services of housekeeping is the lack of cleanliness of the rooms. Customers have the right to get rooms that are free of any unhygienic odour and poisonous wastes (Buttrick, 2009). In the case of Printania Porte de Versailles, the guests experienced an unhealthy accommodation due to the filthiness of the rooms. Like the bed bug problem, the issue has been raised by insufficient internal processes. The company is less focused on the maintenance of rooms. In addition to this, problems have also occurred around “learning and growth”. The area is concerned with the innovative knowledge of the employees to serve the guests (Whittington et al,2020). However, the staff of the hotel lacks the knowledge to remove dirt and smell from hotel rooms in a suitable way. The lack of knowledge has harmed the consumer relationship as well. Most of the reviews online websites of hotels have shown dissatisfaction among customers about the filthiness they found in hotel rooms. Most customers make purchasing decisions for hotels based on their reputation among the target market (Burnes, 2014). As Customers have decreased the reputation of the hotel by giving negative reviews, the profit of the company has been lowered by losing customer retention. 
The issue of filthy rooms has reduced the scope of getting a competitive advantage in the hospitality industry. Benchmarking is a process that helps in making comparisons of performances between top competitors (Noordzife, 2014). Using the process, it has been shown that the competitors of Printania Porte de Versailles are continuously strengthening their financial performance by offering luxurious and clean rooms to the guests. For instance, Printania Porte de Versailles’ biggest competitor, Accor has gained a revenue of 5 billion GBP in 2023, which is a huge rise in the revenue collection in 2022 (Statista, 2024). On the contrary, Printania Porte de Versailles is continuously losing its profit amount due to such service issues. 
Rude Staff  
Guests of a hotel expect polite and positive behaviour from the hotel staff. The relationship with customers heavily depends on the ways in which they are treated during their journey in the hotel (Gursoy et al., 2022). The inappropriate staff behaviour has imbalance a critical area of the “Balanced Score Card”, customer relationships. As a result, the hotel service performances have been heavily degraded. The issue has been developed by the improper “Learning and Growth” strategy of the company. Staff learning in a hospitality business should include the training to keep responsible and ethical relations with guests applying a rightful approach to behaviour (Whittington and Molloy, 2005). However, in Printania Porte de Versailles, a lack of training in cultural awareness has caused a business problem. The imbalance in “Education and Growth” and “Customer relation” of the BSC model has also implied a steady deterioration of financial performance (Meng, 2022). Customers have written about rude staff behaviour on the internet and the review has lowered reputation along with loss of buying preferences. The sale of accommodation services has been abruptly decreasing harming income per annum. Unethical behaviour has the scope to degrade customer experience in a hotel (Bonfanti et al., 2021). Hence, the negative interaction between hotel staff and the customer needs to be mitigated.
[bookmark: _Toc166929800]PESTLE Analysis
	Factors
	Effect

	Political Factors
	The continuous increase of corruption in France has affected staff behaviour. The Corruption Index has fallen to 71 in 2023 (Statista, 2024). Incorporation of corruption in the business of  Printania Porte de Versailles can cause the removal of ethical workplace within the company.

	Economic factors
	The country is facing critical economic challenges. Hospitality businesses in France, especially in the area, of Paris, are struggling with high inflation. In 2023, the inflation of France was 5.7% (EU, 2023). Printania Porte de Versailles has failed to arrange a budget for maintaining hotel rooms due to this reason. 

	Social factors
	The customer preferences for luxurious accommodation services are increasing in a continuous manner (Fam et al., 2023). The rising level of customer choices towards uniqueness in accommodation services has created a problem in the hotel businesses of France. Several hotels including Printania Porte de Versailles are not meeting the level and receiving negative reviews.  

	Technological factors
	Technology for housekeeping management is continuously evolving in France. Several digital equipment and AI tools have been invented in France for the purpose of housekeeping. However, the inventions are complicated processes to be operated (Ben Lahouel and Montargot, 2020). The operational complications have decreased the competency of the staff of Printania Porte de Versailles to use them and remove filthiness.

	Legal factors
	The legal system of France is weak about the provision of health and safety to hotel guests. Strict regulation on hotel consumers’ health protection has not been generated (Ruël and Lombarts, 2020). Consequently, the hotel management of Printania Porte de Versailles is less focused on the problems of bed bugs and filthiness. 

	Environmental factors
	The government of France has strengthened the policy of “The French Environmental Charter” to instruct the hotels to take sustainable measures (France Diplomacy, 2024). As a result, the hotels must increase the budget for implementing sustainable practices, which has decreased the resource allocation for housekeeping. Printania Porte de Versailles has failed to give the proper amount of money for housekeeping and staff training. 


Table 1: Impacts of external factors on the rise of issues in Printania Porte de Versailles
(Source: Self-created)
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Printania Porte de Versailles have some strong areas in its business service despite such problems. The strengths will be indicated through the below SWOT analysis. 
	Strengths 
· Printania Porte de Versailles offers the accommodation service at the cheapest price (Printania Porte de Versailles, 2024).
· The location of hotel is accessible and near tourist spots. 
· Facilities of leisure, Wi-Fi and parking are available along with accommodation services.
	Weaknesses
· The hotel is worst rated on famous hotel booking websites, like TripAdvisor (TripAdvisor, 2024).
· The housekeeping service is inefficient in supporting hygiene.
· Staff have a lack of knowledge of the procedure of making authentic behaviour with customers.  

	Opportunities 
· Expanding business through social media platforms may help to reach target audiences easily. 
· An effective workforce may enhance strength to meet all the strategic aims (Printania Porte de Versailles, 2024).
· Easily access to technological usage may influence customer service systems more effectively. 
	Threats 
· The presence of an increasing number of rivals may bring the threat of sustainability. 
· Poor supply chain management may raise constraints to improve organisational behaviour and leverage brand loyalty (Printania Porte de Versailles, 2024).
· A tough job market may raise the threat of increasing profitability and keeping financial stability. 


Table 2: SWOT Analysis 
(Source: Self-developed)
[bookmark: _Toc166929802]TOWS Analysis 
As per the entire SWOT analysis, it is recognised that the Printania Porte de Versailles offers the best accommodations at the cheapest price which may help to develop an effective workforce to meet the strategic goals. The organisational strength will bring further opportunities to overcome the weakness of having inefficient housekeeping services with poor hygiene maintenance (Printania Porte de Versailles, 2024). Furthermore, the company is also found in a popular location which may help to gain business expansion opportunities and avoid the threat of poor profitability due to the tough job market. On the contrary, being worst rated on a famous booking website may influence the threat to sustainability due to high market competition which can be mitigated with its strength of leisure, Wi-Fi and parking facilities (Xia et al., 2020). In this case, the organisational manager needs to be focused on enhancing technological usage to provide facilities and understand the needs of customers for a better customer service system in the future. Providing an effective training session to the employees about proper housekeeping practices with advanced technologies will help to avoid having poor supply chain management systems in the future (Gruchmann et al., 2022). In this case, the employees of the company also will understand the right ways to behave with customers to overcome the weakness of the poor staff management system. Once the customers get proper facilities at the hotel, they would like to visit again which is great to increase customer satisfaction levels and leverage brand loyalty. 
[bookmark: _Toc166929803]Recommendations and Change Management 
[bookmark: _Toc166929804]Change Management
As per the detailed information on managerial practices in Printania Porte de Versailles, three major housekeeping problems have been found. Bed bugs, filthy rooms and rude behaviour of staff. In this concern, an organisation needs to be focused on implementing a change management system to overcome the issues and improve overall business performance effectively (Errida and Lotfi, 2021). The key solutions to implement changes are found, increasing the change management team's dedication towards providing better customer service and increasing customer satisfaction levels effectively. Building a change management plan is crucial for any kind of business organisation that helps the organisation make smoother transitions during the period of change (Lauer, 2020). However, due to a lack of experience and knowledge about key changes and appropriate ways to implement change, HR managers often face severe complexities in supporting the change management system. At this point, Lewin’s Change Management Model plays a significant role in implementing the change management plan appropriately. 
Lewin’s Change Model 
Kurt Lewin’s change model is one of the key theoretical concepts in change management practices in a business organisation. The change management model provides a comprehensive roadmap which is essential to conducting the complex process of organisational changes (Crosby, 2020). Lewin said that restraining the forces greatly influences the behaviour of both individuals and groups. In this case, it is a fate of change which supports driving forces to motivate and steer each employee toward a new state (Tran and Gandolfi, 2020). The author of the change management theory suggests that it is important to balance these forces through an effective change communication system and increase employee engagement or involvement by providing training to bridge their skills gaps. At this point, Lewin’s Change model provides an effective structured approach in terms of conducting all the changes within an organisation easily (ELLIS, 2023). The structured approach consists of three stages including Unfree, Change and Refreeze and each stage ensures a smooth transition and sustainability of the changes overall. In this present case, each stage of the change management model is going to be discussed below within three key points to understand the right way to implement changes in the hotel organisation in the upcoming days. 
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Figure 1: Lewin’s Change Model
(Source: Phuong, 2022)
Stage 1: Unfreeze
The very first stage in the change management model of Lewin significantly deals with the perceptions of the entire management system. In this case, the stage aims to find the affected stakeholders of a business organisation who can implement the changes successfully (Mtongana and Musundire, 2020). Change leaders of Printania Porte de Versailles will look at the approaches to improve the organisation's preparedness for the changes and create a sense of urgency as it is also mentioned in Kotter’s change model. Furthermore, during the first stage, the manager will have major responsibilities to keep an effective change communication system in terms of getting the desired team members' buy-in and support of individuals in the change management. As per the statement of Vanthienen (2022), an effective communication system plays a significant role in making individuals understand the changes and the core reasons behind the changes that are going to be implemented in the business. After finding an effective approach such as a verbal communication system in an office meeting, the change manager of Printania Porte de Versailles will focus on introducing the required key changes to overcome the issues that they are facing currently. The manager is responsible for conducting a business process analysis in terms of recognising the current loopholes in the entire organisational process (Shahul Hameed et al., 2022). At this point, the current loopholes in the company are providing training sessions and motivating employees to increase their dedication. Along with this, obtaining an organisational buy-in approach and creating a strategic change vision and change strategy also will help the leaders to understand the strategic approach to enhance the professional skills and knowledge of employees (Lauer, 2020). Consequently, the manager will get severe opportunities to improve their performance and mitigate rude behaviour towards guests. Maintaining communication in a compelling approach about reasons behind key changes has to occur which helps to develop an effective workforce to implement the changes successfully (Stoyanova, 2020). Eventually, the change leader of the hotel organisation will focus on finding and addressing the key employee concerns with transparency and honesty. Consequently, the firms will become successful in getting strong support from human capital strength by making them satisfied with their jobs and gaining their trust to get desired outcomes. 
Stage 2: Change
After conducting stage one, the change managers of Printania Porte de Versailles need to be focused on dealing with the implementation process of all the key changes that have been identified. In this present case, providing an effective training session to all the employees and enhancing team dedication towards providing services are two main changes for the business of the hotel (Chanana and Sangeeta, 2021). The second stage of the change model says that change leaders of an organisation must consider the interactive and agile approach that generally incorporates employee feedback in terms of maintaining and smoothing the transition. The actionable item in terms of keeping the uncertainty at bay is ensuring the continuous flow of information in terms of obtaining the support of the team members of the business (Mukhtar and Fook, 2020). The change manager of Printania Porte de Versailles also needs to be concerned with organising the change management workshops along with the sessions for the change management exercises. A training session will help to know the proper way to improve their housekeeping practices since housekeeping is one of the major managerial aspects in hotel management activities (Mtongana and Musundire, 2020). A further focus will be empowering individuals to deal with each change proactively in reducing the issues of bed bugs and filthy rooms. This training for the proper vacuuming process with advanced technologies will help to reduce housekeeping problems effectively. After all of these, the change manager of the company will focus on generating easy wins and encourage the employees to motivate the entire team effectively (Rothwell et al., 2021). Eventually, the firm will become successful in developing an effective workforce to implement the changes by implementing all the strategic approaches effectively. 
Stage 3: Refreeze
After all of these, in the third stage of the change model, all the workers of the hotel will move away from the transition phase towards the process of stabilisation or acceptance in the final stage. However, the last stage of the change model such as refreeze implies that once the change leader of an organisation does not reinforce the change in the organisational culture, workers may revert to earlier behaviour (Bose, 2020). In this case, the change leaders of the company need to find and reward the change champions and early adopters, regularly collect employee feedback and offer on-demand employee support and training. Afterwards, exploring the DAP or “Digital Adoption Platforms” will help the manager improve their practice and overcome housekeeping issues effectively (Aungsuroch et al., 2021). Eventually, the entire change management practices will be done successfully with intuitive features including customisable popups, multi-format content and interactive walkthroughs which are highly needed for hotel management activities (Sriboonnark, 2020). Once the manager focuses on encouraging employee engagement and values their needs it will greatly increase their dedication to provide satisfactory service which will influence overall business performance effectively. 
[bookmark: _Toc166929805]Recommendation
The ‘Star model’ was developed by Galbraith. The star model is the framework for making an evaluation of the firm in the 1960s. The model is the base on which the firm bases its choices of design (Botturi and Babazadeh, 2020). The framework has the design policies series which is controlled by the management and may influence the behaviour of the employees. The model has five components that are ‘people, strategy, structure, processes and rewards’ (Bhar et al., 2021). However, according to the star model, it is important for the firm Printania Porte de Versailles that it deals with the issues of ‘bed bugs, filthy rooms and rude staff’. Based on the star model, the housekeeping staff of the firm needs to be trained in bed bug inspection while regular cleaning of rooms (Maurya et al., 2022). The staff needs views about the tiny and rust colour stains on the ‘mattress tags, under the seat cushions and other areas. The organisation is needed to make the implementation of the protocol of bug prevention. The staff must do regular inspections of guestrooms, spaces which are non-public and common areas (Kent, 2023). It helps the staff detect bed bugs before they become infestations. The hotel needed to ensure that the rooms were professionally managed. In case there are issues of broken lights or stains on the walls or other issues then fix all of them promptly (Martinet et al., 2023). The time the guests are reporting about bed bugs or other issues hotel staff must take the required actions immediately. The hotel needs to refund the guests' stays without having any hesitation. Additionally, based on the model, the firm needs to name the employees who performed outstanding and give incentives to them for their excellent services.
Additionally, regarding the issue of rude staff, according to the star model, it is important for the firm that the staff are courteous, responsive and also attentive to the compliance of guests. The rude behaviour of the staff may tarnish the image of the hotel (Singh et al., 2020). The firm can implement the strategy of regularly assessing the conditions of the room, cleanliness and behaviour of staff. It helps the firm identify issues promptly. Additionally, the hotel needs to provide training to its employees on a regular basis so that they are able to have knowledge about proper ways of talking with the guests. The hotel manager needs to focus on making improvements in the communication in the middle of staff members. It also needs to ensure that staff are helping the guests with a friendly nature rather than becoming rude to them (Paz et al., 2024). According to the star model, the hotel needs to give encouragement to its guests to give feedback on the overall experience. It will help the firm in getting knowledge about the areas in which it needs to make improvements to improve its service quality and give a better experience to its guests.
Based on the star model for the issue of filthy rooms the firm needs to develop a strategy for training its staff on the protocols of hygiene, techniques of cleaning and attention to detail (Tangphati et al., 2023). The hotel needs to keep a regulated eye on the training and update the materials of the training. Additionally, the organisation needs to view its structure and ensure that all the relates which are related to cleanliness have been defined in a better way and its communication channel is effective. The firm needs to develop comprehensive procedures for cleaning different areas (Abrudan et al., 2020). Additionally, because of the star model, the organisation needs to hire individuals who give value to cleanliness. The firm is also indeed to give priority to those candidates who have experience in cleanliness. The firm also needs to encourage its guests to give feedback on cleanliness (Banerjee et al., 2023). It will help the firm in improving its service quality.
[bookmark: _Toc166929806]Action Plan 
	Number
	Problem
	Solution
	Desired outcome
	Time 
scale
	Completion 
Date
	Planned 
Budget

	1
	Bed Bugs
	Maintaining a schedule for sending bed sheets and clothing to laundry regularly is an effective solution for better hotel room services (Depiné, 2020). Further, regular inspections of the rooms including furniture, mattresses and beds will help to detect whether there are any signs of bed budget and based on that trained professionals will prompt action. 
	Once customers feel a safe and secure indoor environment, it will increase customer conversion rate and increase customer satisfaction levels. Consequently, the firm will become successful in attracting the attention of target audiences ().  
	1 month
	1.06.2024
	£10,000

	2
	Filthy Rooms
	Placing all the furniture in the right places will be one of the major concerns of the housekeeping team of Printania Porte de Versailles. In this case, letting the front desk regarding the filthy rooms and sending up the housekeeping team will solve the issues effectively (Tram, 2022). 
	Once the customers or guests of the hotel get a clean and airy room it will improve their experience at the hotel which is great to attract the attention of target audiences from key competitors. Eventually, the firm will improve its customer service system with a proper accommodation system. 
	3 months 
	1.07.2024
	£20,000

	3
	Rude behaviour of Staff
	A training session for all the staff about appropriate communication styles will help to improve their behaviour in the workplace and towards the guests (Jawabreh et al., 2022). Once the guest understands the proper way to support professionalism and communicate with guests with politeness it will improve the customer experience effectively. 
	Once the staff of Printania Porte de Versailles listen to all the requirements of guests by being a polite and active listener, guests will feel that their opinion on room services is valued by the organisation. Consequently, the firm will get a severe opportunity to increase its occupancy rate earlier and improve overall business performance more effectively. Eventually, high employee morale will drive up guest satisfaction and brand loyalty likelihood to brand preferences and recommendations. 
	2 months
	15.08.2024
	£25,000


Table 3: Action Plan
[bookmark: _heading=h.35nkun2](Source: Self-developed)
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It has been concluded that from the start of the organisation Printania Porte de Versailles establishment, the firm got the appreciation of consumers due to its location. The firm has chosen a favourable location for the development of business. Generally, for a hospitality business, location and accessibility play a vital role in determining customer demand. The accommodation service of the firm is facing negative feedback from the customers. The firm is facing the issue of bed bugs, filthy rooms and rude staff are a regular problem. The guests are complaining about the incompetent housekeeping department. Negative reviews have been generated as customers have been offered filthy rooms with unpleasant odours. It has been also found that the standards of business performance can be figured out with the help of the “Balanced Scorecard” model. The framework is formed of four components, which are, customer relationship, education and growth, internal processes and finances. Housekeeping is the most important service for a hospitality business. The services need to be efficient enough so that the premises including hotel rooms can be free of any insects. The star model is the base on which the firm bases its choices of design. The model has five components that are ‘people, strategy, structure, processes and rewards. It has been seen that based on the star model, the housekeeping staff of the firm needs to be trained about bed bug inspection while regular cleaning of rooms. The staff must do regular inspections of guestrooms, spaces which are non-public and communal areas. It helps the staff detect bed bugs before they become infestations. The hotel manager needs to focus on making improvements in the communication in the middle of staff members. It also needs to ensure that staff are helping the guests with a friendly nature rather than becoming rude to them. 
The hotel needs to keep a regulated eye on the training and update the materials of training. After all of these, it also can be concluded that Printania Porte de Versailles has enough strength to raise business expansion opportunities and overcome all of its weaknesses and threats. Considering that TOWS analysis implied that having an excellent location Printania Porte de Versailles may gain further opportunities to improve sales performance by gaining a high profit constant. The core reason behind it is the company will have the least market demand which will help to support financial stability in the highly competitive marketplace. Once the company focuses on providing training sessions to increase professional skills and knowledge on technological usage it will avoid the threat of having poor supply chain management. In this concern, the organisational manager of the company needs to be focused on implementing the changes by following the three key stages of Lewin’s Change Model. According to the change model, it is recognised that change managers need to introduce all the key changes and their reasons and implement them by developing an effective workforce with proper training sessions. Eventually, rewarding their efforts will help to motivate them and enhance human capital strength to achieve high success in the change management system. 
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