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Executive Summary
Issues in organisations are the cause of barriers in their organisational growth, missing scopes in business, financial losses in the projects and so on. In the hospitality industry, the scopes of increments are very high but due to some complexities some of the organisations were not able to cope with the competitiveness and thus they highly feel the need for consultancies to overcome the issues. The UK contains a bigger industry of hospitality where one of the leading organisations is Holiday Inn. For some multitude of issues faced by the organisation, they must take consultancy support from Bio connexions Consulting Ltd. Through this study with proper analysis and evaluation of those issues, some recommendations and changes on Holiday Inn based on the recommendations were populated. Some issues faced by Holiday Inn in their global outlet are relevant to its employee turnover, operations, employee retention, skill gap from the employees, negative feedback from the customers, less control over operational costs and so on. Due to the significant impact of those issues on Holiday Inn, it has the potential to reduce the reputation of the organisation or create multiple barriers to business growth. Holiday Inn was Founded in 1952 by the founder Kemmons Wilson. Due to some crucial issues in the branch of Holiday Inn, their yearly revenue decreased by 13% and in 2022 it became 18.35 million GBP. This is just an example of the impact due to the issues in the Holiday Inn. 
The core findings from some of the issues occurring in Holiday Inn were figured with the support of PESTLE analysis, SWOT analysis and TOWS analysis. Through the pestle analysis, some of the impact of its external factors for creating the issues were indicated. One of the analysis figures is that, before Brexit, the immigration procedures were able to be controlled by the higher management of Holiday Inn in that case customers' satisfaction rates were higher but due to higher restrictions all the immigration procedures had to be conducted by the tourists on their own. For all of them, digital skill development programs should be organised by Holiday Inn with an extended budget. In another case, some economic impact which assisted the issues was also observed. Overall, this results in an output of less productivity with the digital skill gap for Holiday Inn. According to the observation of leaders from Holiday Inn has highlighted that 64% skills gap in digital operation was found among the employees or the team members which decreased the productivity and innovation level by 13%.
For instance, Due to the fluctuations of increasing the inflation rate replanning in the budget of Holiday Inn was recommended which was not conducted by Holiday Inn, as it had some impact on the employee turnover. Morever the SWOT analysis helps to figure some opportunities where high support offerings from the political factors including their stability is a great opportunity for Holiday Inn to run their business with zero political barriers. As the part of findings, some strengths which allow Holiday Inn to make their business ongoing were figured. One of the strengths of the organisation is their smooth managerial work and effectiveness in working accomplishment, they have used the technological proper uses and organised facilities of remote work. some of the strength indicates that Holiday Inn is also a customer-centric organisation which is, offering customers easy-to-manage tour packages and reliable living costs which is part of the strategic movement for engagement and attracting customers. The finding also indicates that with the support of technological advancement remote working flexibility will be able to extend by Holiday Inn. Additionally the analsyis throuhg Pestle analsysing brings a threat for the experienced employees which is for safety emphasis. In this regard handling the tourist demand appropriately with perfectionism becme hassle for them. 
Based on the findings and analysis of those some figures of recommendations were allocated for Holiday Inn. For higher employee turnover the management of Holiday Inn should implement some programs which will mainly focus on employee engagement. To solve the retention-related issue the Holiday Inn should utilise competitive compensation and offer packages of benefits among the employees. The digital skill gap among the employees is also an issue for Holiday Inn. For this, all levels of employees in the Holiday Inn including, customer representatives, waiters, receptionists, HR, room coordinators, and digital skill development programs should be organised. comprehensive feedback system development is the recommended solution for Holiday Inn in regards to solving incoming rapid negative feedback. Anothre part of analysis indicates according to the observation of leaders from Holiday Inn has highlighted that 64% skills gap in digital operation was found among the employees or the team members which decreased the productivity and innovation level by 13%.
Kotter’s change management model indicates 8 different stages including, creating an intellect of urgency, building a guiding team, developing a strategic vision with key initiatives, enlisting a team of volunteers, taking different actions for barrier removal, enrol for designing short-term wins, accelerate sustainability, conduct some institutional change. All these steps are suggested for Holiday Inn in terms of acquiring the recommended solutions as a term of changes. Finally, the action plan indicates that the budget for such changes to be implemented in the Holiday Inn will cost around £70000 in total. Although this is a high cost for Holiday Inn solving the issues in such a way may bring sustainability to their successful business process. 
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[bookmark: _Hlk148030162][bookmark: _Hlk148030115]Issues in the hospitality industry are a common fact in the present time as the trend in this industry has the potential to change rapidly. Due to these issues challenges in business sustainability and profitability must be faced by the hospitality industry (Whittington and Molloy, 2005). In some cases, requirements of some changes with proper planning are necessary to overcome those issues. In this process, some crucial analyses including the internal and external factors were conducted to visualise the necessary implementation. Bioconnexions Consulting Ltd. is a consultancy firm who are dedicated to conducting any analysis of the issues faced by different organisations and providing them with essential planning on further doing to eradicate the issues (Fisman and Sullivan, 2014). In the research and analysis of this study, Holiday Inn is a client of Bioconnexions Consulting Ltd. Bioconnexions Consulting is a renowned consultancy firm who have a 98% customer satisfaction record of accomplishment with the support of their professional planning and researching departments. Currently, Bioconnexions Consulting has 15 employees with 7 high-profile planning senior executives and their assistants. From the foundation year 2011 till the present time around 2400 cases were solved by Bioconnexions Consulting. The mission of Bioconnexions Consulting is to solve any critical situation for any type of organisation by making their business process modelling smooth and sustainable (Castle, 2023). On the other side, Holiday Inn faces some issues like high employee turnover, less retention of employees, non-ineffective productivity after technological advancement or digital skills gap, higher conflicts among employees and less control over operational costs (Book, Gatling and Kim, 2019). Though all those are part of internal issues some external factors cause issues that were also faced by Holiday Inn some of them are Ongoing staff shortage and rising commodity prices, due to such issues the reputation and brand value of Holiday Inn is getting relegated (Law, Buhalis and Cobanoglu, 2018). However, Holiday Inn required some solutions for the issues they are facing internally and from external factors. In the UK  among 45 hotels Holiday Inn is one of them contains 27% of the market share. Holiday Inn is mainly a customer-centric organisation which has made them gather a huge scope of businesses expanding in the UK market (Baron and Armstrong, 2007).  Another service which makes the hospitality industry mostly loving for their customers is also offered by Holiday Inn and that is low-cost Holiday packages. Due to some crucial issues in the branch of Holiday Inn, their yearly revenue decreased by 13% and in 2022 it became 18.35 million GBP (Altman, 2020). All those issues will be demonstrated in this study and with the proper evaluation and analysis through Bioconnexions Consulting Ltd some recommendations and solutions will be provided. However, in the process of finding and analysing the issues of Holiday Inn firstly in this study, all the issues will be demonstrated and point out the impacts of the hotel due to the issues (Buhalis and Law, 2018). The causes of those issues and the range of impact on the reputation of the organisations will be analysed in this study. Due to the evaluation of the external causes of issues, a PESTEL analysis will be conducted. Here Holiday Inn must contain some quality where they are performing with quality such points will be identified through the application of the SWOT framework (Clark, 2019). Finally, with the support of the TOWS model how the strengths of Holiday Inn can be used for mitigating the threats will be analysed. Finally, recommendations based on the issues for Holiday Inn will be provided with the support of change management models.
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High employee turnover: The hospitality industry belongs to the private sector whereas only the hospitality industry covers 42% (Ashmore, 2023). In that case, the employability range for the hospitality industry is also high. Relevantly, for the scopes and working flexibilities, the employees' engagement in this industry is comparatively high. however, in Holiday Inn the count of employees is around 250. For all this the expenses offerings to the employees the the employee turnover increased by 37.5% (Newton, 2010). Though the employees are having benefits those were kept inadequate for them. some reasons which are causing the issue are overwork, few opportunities for professional development and so on.
[image: ]
Figure 1: High employee turnover caused in Holiday Inn.
Source: (Dawson, Kellner and Neumann, 2018).
According to the statement of Hjalager and Andersen (2021), the salary budget planning survey announced that in 2023 the payroll for employees from the hospitality industry must be increased by 4.4%. for such reason Holiday Inn they have to pay 69% included in the payroll. Here 38% of the expenses are a promotion or career development opportunity. others benefit for the employees is 21% (IHG, 2023). Including all, it represents the high employee turnover for Holiday Inn.
Less retention of employees: After COVID-19 all the organisations from the hospitality industry face a high risk for less count of fewer visitors from national or international markets where in the list for facing complications Holiday Inn also presents (O’Mahoney, 2021). However, after the pandemic situation, the poor working conditions were not properly overcome by Holiday Inn which is the pick point for reducing their employee retention. Less productivity and profitability include a term which is low pay and a non-development leadership approach (Law, Buhalis and Cobanoglu, 2018). The management of Holiday Inn decreased the payroll amount to solve their high turnover issues but it did not get effective even bringing employee retention issues (Johnson, 2005). However, this issue also has some impact on the reputation of Holiday Inn. Opportunities were high after COVID-19 to acquire new employees but due to such a reputation, this scope was lost by Holiday Inn.
Digital skill gap: Digitalisation is a great demand in all types of organisations. Through the practice of digitalisation individual organisations from the hospitality industry were able to attract maximum international clients with offerings different attractive offerings (herald, 2023). In the circumstance of Holiday Inn due to the high engagement of technologies they have implemented different technologies like augmented reality, virtual tours in social media, software management operations and so on. (Kipping and Clark, 2012). Though it also brings some opportunities for the members of Holiday Inn for their skill developing aspects less efficiencies and knowledge of ICT make them backward in the competition. Here some of the completions arise where the technologists are available but those are not used appropriately, less time management of working and a waste of effort and money (Mavridopoulou and O’Mahoney, 2020). Overall, this results in an output of less productivity with the digital skill gap for Holiday Inn. According to the observation of leaders from Holiday Inn has highlighted that 64% skills gap in digital operation was found among the employees or the team members which decreased the productivity and innovation level by 13% (Schroeder, Anggraeni and Weber, 2018).
Rapid negative feedback from customers: Customer feedback is a source of evaluation for the performance of an organisation. Here for Holiday Inn within their 2 years of practice and service providing to their customers, they received around 34% increasing negative customer feedback. Based on the statement of the higher management of Holiday Inn it has been figured that in between 2 years after the pandemic around 55% of the tourists' programmes were missed for less communication effectiveness (Subramaniam et al., 2011). Another reason for the higher negative feedback in Holiday Inn is their failure to meet deadlines while offering room facilities for their customers. (Vanek, 2021). This had a massive impact on the reputation of the organisation as well and some potential clients were lost. Additionally, some lack of digital operations by the employee also brings such types of complexities where the customers' needs are not able to be met properly and this becomes another reason of arising negative feedback (Vanek, 2021).
Less control over the operational costs: For each organisation the planning in budget controls its overall costs. proper planning in budget making and design is part of making the proper flow of finance in an organisation (Zhang et al., 2018). Here in terms of Holiday Inn budget planning is a great problem which is the control over the expenses lost by them. another main reason for less control over the operational costs is the missing replanning of the budget after the increment of inflation rate (Scott, 2017). within 2 fiscal years in the UK the rate of inflation increased by 10.8% this contains a higher influence for conducting a replanning in the organisational budget for Holiday Inn which is missing at all. (Worsfold, 2020). After COVID-19 due to the lower count of employees, the management of Holiday Inn recruited employees without any quality measurements which is another reason that Holiday Inn is now facing less control in the operational costs.
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Figure 2: PESTLE analysis.
Source: (Peltokorpi, Allen and Froese, 2017).
	Political: In the political factor foreign trade policies are one of the biggest parts of some of the problems faced by Holiday Inn. After Brexit, the foreign trade policy in the UK became strict whereas in the immigration procedure due to the trade restrictions some of the tourist clients of Holiday Inn were not able to have all the facilities based on their demand (Herrmann, 2020).

	Economical: The increasing inflation rate is a greater threat to Holiday Inn in handling its internal budget. Due to the fluctuations of increasing the inflation rate re-planning in the budget of Holiday Inn was recommended which was not conducted by Holiday Inn, as it had some impact on the employee turnover (Clark, 2018). Not only this but also less control in The operational cost arises in the business process of Holiday Inn for the missing proper budget planning.

	Social: The safety emphasis rate for international and national tourists is comparatively high. The social culture around the world people are very precious and their safety emphasis is crucial to them (J  Leslie Mckeown and Mcgraw-Hill Companies, 2022). In this regard maintaining a tour with proper timing and as per their need requires higher punctuality from the service of Holiday Inn. Due to this, a higher potential requirement is always demanded from the hospitality services by the tourists (Mowday, 2021).

	Technological: Technological advancement is higher in the global context this part carries on the trend from the hospitality industry each of the employees highly requires the skills of ICT (Sarah W. Kamau, 2022). Due to the high skills gap among the employees of the Holiday in digital operations, they were not able to cope with the competitiveness. Ultimately the reputation and effective marketing strategy application get missed by Holiday Inn.

	Legal: Employment laws are very strict worldwide and according to the declaration of the UK payroll policy, the payroll should be incremented by 4.4% from 2023. In this case, without enough profitability after the pandemic, Holiday Inn was not able to cope with the high turnover of employees (Weihrich, 2020). 

	Environmental: Due to random changes in climate in the global context the process of managing tour plans properly and in time was not possible by the hospitality organisations as well as by Holiday Inn (Olsen and Zhao, 2021). For such reason, rapid negative feedback arises for the management of Holiday Inn.
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	Strengths: Holiday Inn faces the problem of high employee turnover and they provide ultimate flexibility in work for their employees. In terms of making their managerial work smooth and effective, they have used the technological proper uses and organised facilities of remote work (Shim, 2020). This indicates a part of the strength of Holiday Inn. Due to such practices, they try to achieve the most innovative practices from their employees. (Vineet Nayar, 2020).
To cope with the digitalisation trend, the use of well-designed and developed websites offered by Holiday Inn is their strength (El-Refaie, 2019). This strength allows Holiday Inn to keep its brand awareness and make a sustainable brand value.

	Weakness: Less effective tour plan management for international tourists is a great weakness for Holiday Inn.
Though the technological advancement and uses of them belong in Holiday Inn the high range of skill gap is a part of their organisational weakness (Foroughi, 2020).
Less cost management for operation and employee turnover is part of the weakness for Holiday Inn which the profitability percentage decreased rapidly from the organisations. (Hwang, Wang and Pașamehmetoġlu, 2021).

	Opportunities: High support offerings from the political factors including their stability is a great opportunity for Holiday Inn to run their business with zero political barriers.
Population growth all over the world including in the UK is a great opportunity for engaging more potential customers for Holiday Inn (Martínez, 2017).

	Threats: High competition in the hospitality industry and the engagement of big industries in hospitality service providing is a threat to Holiday Inn.
After Brexit, the demands of employees from the UK have increased rapidly which is a threat to Holiday Inn in their recruiting of new employees (Sandlin, 2021).
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	TOWS Matrix
	External Factors

	
	Strengths
Ultimate flexibility in work for their employees by allowing them to remote work (Sun and Lee, 2018).
Using advanced technologies in the operational process.
	Weakness
Less effectiveness in tour plan management.
Higher digital skill gap in the employees.
Less cost management for operation and employee turnover (Holyoak, 2022).
Shortage of employees.


	Opportunities
Political stability and support for the hospitality industry.
Population growth worldwide.
Technological advancement and availability.
	Strengths/ Opportunities
With the support of technological advancement remote working flexibility will be able to extend (Allen and Bryant, 2020).
The growing population will be attracted to the low-cost tour packages offered by Holiday Inn.
	Weakness/ Opportunities
Technological advancement will offer to apply operation management software which will be effective in tour plan management (Gursoy, Maier and Chi, 2018).

	Threats
Higher competition in the hospitality industry.
Increasing demand for employees in the UK market.
High expenses in technological operations.
	Strengths/ Threat
High flexibility in working will bring competition in the operational process with higher productivity (Lee, 2017). This will be effective for business sustainability.
	Weakness/ Threats
Less effectiveness in tour plan management will allow the competitors to achieve maximum competitive advantages (Liu and Park, 2018).
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Higher employee turnover
Higher employee turnover is an issue which will impact the financial crisis for Holiday Inn. In that case, to reduce this issue Holiday Inn and their management should implement some programs which will mainly focus on employee engagement (Appelbaum et al., 2022). For instance, it can be the recognition and reward to the employees based on their performance which will assist Holiday Inn and their management to gain employee job satisfaction with boosted morale. Ultimately this reduces the customers' satisfaction and reduces their potentiality for being serviced by Holiday Inn. Higher scores of customers' negative feedback were gathered by Holiday Inn due to these circumstances.
Another way to reduce the higher employee turnover for Holiday Inn is they provide ultimate opportunities for growing their employees' careers and developing their skills (Kotas, 2021). With this process Holiday Inn and its management will be able to get developed performance from the employees and the profit margins will be able to increase. Ultimately it will increase the possibility of generating essential costs for maintaining employee turnover.
Finally, a procedure of exit interview should be curriculum by Holiday Inn to indicate the main reasons for employee turnover and with the processing of data further improvements should be processed (Kinderlerer, 2017).
Less retention of employees
 Holiday Inn should apply a strategic movement by applying for competitive compensation and offering packages of benefits among the employees. This will engage the employees to show their dedication (Kumar, 2018). This strategic movement will also motivate the employees for their extrinsic demand achievement and they will try to provide total efficiency for career growth and faith.
Holiday Inn should apply the process of making feel their employees that they are connected to the organisation's core mission and vision (Liu and Park, 2018). In this process, Holiday Inn should go for an onboarding assessment for their employees.
Digital skill gap
[bookmark: _Hlk148031564]There are different levels of employees in the Holiday Inn including, customer representatives, waiters, receptionists, HR, room coordinators and so on (Liu and Park, 2018). For all of them, digital skill development programs should be organised by Holiday Inn with an extended budget.
An awareness-spreading task to the leaders of Holiday Inn should be assigned where they will inspire the employees to stay updated with the digital trends which may carry the effectiveness of their organisational practice (herald, 2023). this will not only help the employees to be professional in digital operations but will also create bonds with their leaders.
Rapid negative feedback from the customers
[bookmark: _Hlk148031623]Gathering negative feedback creates a reputational impact on an organisation. Holiday Inn's increasing negative feedback from its customers is decreasing its reputation and brand awareness (Lee, 2017). For such reason, Holiday Inn should start a comprehensive feedback system. With such a strategic application for gathering feedback collection, analysis and action-taking aspects against the customers' feedback will be easier for Holiday Inn.
Providing training to the employees regarding excellent customer care service is also a part of making customers satisfactions (herald, 2023). In this regard, Holiday Inn should provide training through the support of leaders to their customer care executives to meet the essential criteria of customers' needs.
Less control over operational costs
Managing the cost is a protective part of an organisation which brings support to unexpected loss-making. Holiday Inn should organise a program relevant to cost control which will include a monitoring capability for all types of excessive operational costs.
A budget allocation prosperity should be updated or included in the management process of the Holiday Inn (Schroeder, Anggraeni and Weber, 2018). Due to this, areas of optimisation will be able to point out from the budget processing.
For customers' engagement and attracting them some strategical movement is offering tour packages and less offering of living costs. This is part of the strength of Holiday Inn (El-Refaie, 2019). Though in some cases of deadline missing customers dissatisfaction arises for Holiday Inn the offerings of attractive packages bring satisfaction for the customers.
Holiday Inn can go with other prosperities where both the sustainable practice will arise in the organisational practice. In this case, Holiday Inn should explore energy-efficient sources for the business curriculum (Shim, 2020). For instance, in the day shift of the Holiday Inn, no electric light should be used if not an emergency, An electric hitter or water hitter should avoid it if not necessary in this process the operational cost there may be controlled by the Holiday Inn management.
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The change management model of Kotter includes 8 steps of strategic terms which will bring some effective terms for the recommended changes in Holiday Inn.
[bookmark: _Hlk148031677]Kotter’s change management model
Creating an intellect of urgency: This strategic formation for conducting a change is for those sectors which contain potential threats and repercussions and contain the potentiality to crop up in the future (Burnes, 2014). With the proper evaluation of the issues occurring in Holiday Inn, they should create the intellect of urgency with proper sharing of data on receiving negative customer feedback, high employee turnover and increasing operating costs. Before all the initiatives to taken for an ultimate change application, these issues must be solved for Holiday Inn in terms of continuing competition in the market (Vineet Nayar, 2020).
Build a guiding team: For each term of change to occur in Holiday Inn all the coalition aspects have to be addressed very carefully. Here the teams or coalitions can be the leaders, HR professionals, who specialise in digital operations or technological experts (Buttrick, 2009). This type of team will be the supportive members for making the changes successful in Holiday Inn. Not only this but also all those team members should have worked collaboratively to pass information and make the change implications effective with a shared vision (herald, 2023). 
Developing a strategic vision with key initiatives: According to Kotter’s change model for making effective transformations on eliminating the digital skills gap, reducing the customers' negative feedback and making Holiday Inn a cost-saving organisation, the organisational management should have developed a strategic vision with key initiatives (Lee, 2017). Here the key initiatives can be awareness-spreading tasks, providing training to the employees regarding excellent customer care service, and creating a budget allocation prosperity respectively. These strategic visions will not only ensure such full changes but also will develop the organisational curriculum (Kumar, 2018).
Enlist a team of volunteers: For making the final changes to eliminate the negative feedback coming regarding Holiday Inn practice the team activities can be an effective step. Here the leaders from each team of Holiday Inn must create channels for their input and gathering feedback (Kotter, 2012). In the enlisted part of the volunteer team, a bottom-up approach and its encouragement will make the employees empowered.
Take different actions for barrier removal: In the process of change implementations, there can be various types of barriers for the teams or organisational management. For such reason firstly the identification of the obstacle must be conducted based on the identification of some alternative initiatives that have to be kept in mind (J  Leslie Mckeown and McGraw-Hill Companies, 2022). This strategic planning for the changes' implications will always keep the management ready to be aware of any barriers.
Enrol for designing short-term wins: This stage of the change management model indicates that a long-term vision for conducting change in Holiday Inn may occur in higher complexities. Here the sudden change can be the reason for conflict or may bring misunderstanding among the team and leaders (Holyoak, 2022). In such cases initiatives like reducing employee turnover by encouraging them in their work motivation this accomplished and then providing them rewards. Splitting a big change and making the success rate higher is the strategic term of this stage from the change management model (El-Refaie, 2019).
Accelerate sustainability: According to the accelerated sustainability aspect, all the changes allocated for this assessment must be utilised in a scheduled period (Noordzife, 2014). With these aspects, if there will be any missing aspects or errors in the implementation of change management then these will be able to be outlined by the team belonging to Holiday Inn. Errors identification will enable the management to take alternate initiatives.
Conduct some institutional change: Among all the proposed changes some mass changes in the organisations are good to implement (Brierley, 2006). For instance, due to the negative feedback and losing employees' trust as part of their low retention, the changes can bring effectiveness. Nevertheless, all those changes can arise if the organisational culture changes. Though it will be tough and the practical success rate can be alarming this contains the potential to make the change bigger with no risks for Holiday Inn (Buhalis and Law, 2018).
[bookmark: _Toc148036509]The impacts and success rate measuring KPIs for Holiday Inn
Employee retention rate: If the employee retention rate increased by 30% compared to the previous one and is observed by the managers or team members from Holiday Inn then the success rate for the change will be measured as beneficial.
Productivity range: If the productivity range of the employees increases and thus the operational cost and employee turnover get in control with higher profitability then it will measure the effective success of the applied change (Ashmore, 2023).
Technological uses in organisations: According to the trend 90% of the employees from Holiday Inn’s potentiality in using technologies will be part of measuring change implementation success.
Reducing operational budget: Compared to the present situation reduction of the operational budget by 22% will measure the success rate of change implementation in Holiday Inn (Whittington and Molloy, 2005).
Percentage of positive feedback: Increment of positive feedback count for Holiday Inn by 30% will be the measurement point of successful change implication.
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Boost morale and job satisfaction: Due to the application of employee engagement programs, will boost the employees' morale and help to bring job satisfaction for them. Additionally, the scope of career growth for reducing employee turnover will create a sense of loyalty among the employees (Allen and Bryant, 2020). 
Employees will feel connected: Allowing for competitive compensation the employees will feel motivated and they will be interested in connecting with the shared vision of the organisations (Clark, 2018). Morally, this implication will bring profit benefits with higher productivity through bringing value for the employees.
Employees' digital skills will be developed: To cope with the trend all hospitality organisations need the support of expert employees (Johnson, 2005). With the process of the digital training program the the employees from Holiday Inn will able to compete with professional and advanced competitors which will bring brand awareness and help to revive the reputation of Holiday Inn.
Excellency in customer service: Training programmes for the employees regarding customer service specialists will allow them to increase their proficiency (El-Refaie, 2019). In this regard, the employees' career growth scopes will be higher as well as the range of productivity. Most probably the rate of negative feedback can be reduced faster.
Reduction of operational cost: Practicing a cost control program will allow Holiday Inn to have a balance monitoring support and thus the practice of cost cuts will arise for Holiday Inn which has a positive impact on the profitability of Holiday Inn (Huang and Shen, 2020).
[bookmark: _Toc148036511]Action Plan
	Number
	Problem
	Solution
	 Desired outcome
	 Time scale
	Completion date
	Planned budget

	1
	Higher employee Turnover
	Organising some programs relevant to employee engagement, allowing the higher opportunity for career growth of the employees, and formulating exit interviews for the verification of less high turnover reasons (Whittington, R. et al., 2020).
	Boosts the morale of the employees, and brings job satisfaction for them with higher skill development of the employees (Kumar, 2018). For exit interviews all potential reasons for high turnover should be comes out for resolving.
	4 months
	12/02/2024
	£10000

	2
	Less retention of employees
	Developing compensation offerings for the employees will be highly competitive (Martínez, 2017). Benefits packages will be offered to the employees, implement the onboarding process, and create a positive working environment.
	Operates communications with collaborative establishments, working flexibility increment and employees to feel connected with the shared vision of the organisations (Sandlin, 2021).
	6 months
	12/04/2024
	£8000

	3
	Digital skill gap
	Investing in various programs for digital skill assessments for all employees from the different levels in Holiday Inn, Encouraging the leaders to make an awareness of keeping with the digital trends, tech-savvy talent management with providing employees mentorship (Zhang et al., 2018).
	Employees will be able to operate from all the digital sites needed for organisational development and to bring competitive advantages properly (Vineet Nayar, 2020). A continuous process of skill development will arise in the organisational culture.
	3 months
	12/01/2024
	£20000

	4
	Less control over operational cost
	Implementing the cost control program, monitoring the cost deduction and profit margins from each month, analysing the budget and allocating the areas of high expenses, sustainable practice in the organisation for a cost-saving program.
	Effectiveness in cost-saving programme with the increment of profitability. Higher control over the expansions with the ability to extend if needed (Sun and Lee, 2018). Manage all needs over the budget and make proper use of the saved costs in the operation prospect (herald, 2023). Includes some practice of eco-friendly activities to make the business sustainable and have an effective cost cut.
	5 months
	12-03-2024
	£25000



[bookmark: _Toc148036512]Conclusion
The study concluded that issues in a hospitality-based organisation can be part of its barrier to growth. Thus needs proper solutions with proper research and evaluation. Based on a reputed organisation Holiday Inn some issues were evaluated in this study. Some of the issues are higher employee turnover, less retention of employees, Digital skill gap of the employees, negative feedback from the customers, less control over operational costs and so on. Due to bringing some support on resolving such issues an analysis through business environment analysis was conducted. PESTLE analysis from this survey figures that all the factors including political, economic, social, technological, legal and environmental have influences on the issues faced by Holiday Inn. One of the social factors analysis represents that the social culture of living people is very precious to them and their safety emphasis is crucial for them. A well-developed website with technological initiatives like AI and machine learning feathers will eliminate the need for expert employees. In this regard maintaining a tour with proper timing and as per their need requires higher punctuality from the service of Holiday Inn. Technological factors also contain some influences where technological advancement is higher in this part to carry on the trend from the hospitality industry each of the employees highly requires the skills of ICT. The lack of certain facilities in hotel rooms due to the shortage of employees is also a weakness for Holiday Inn thus customer satisfaction is lost for taking service from Holiday Inn. Ultimately employee turnover increases highly. Not only this but also the inability to fulfil employees' demands brings the issue of reduction of employee retention. However, this analysis helps to bring out some recommendations for Holiday Inn which may help to eradicate the issues. In this process managing all the tour planning and room service facilities without experienced employees becomes a hassle for the management of Holiday Inn. Though the budget is high for including developed technologies like AI and machine learning in the organisational practice keeping in mind that the practice of the employees will be developed such initiatives are taken by Holiday Inn. In this process, the employee's career growth at Holiday Inn increased by 12.6%. Organising some programs relevant to employee engagement, allowing the higher opportunity for career growth of the employees, and formulating exit interviews for the verification of less high turnover are the recommendations or can be part of changes for Holiday Inn in their business sustainability. Investing in various programmes for digital skill assessments for all employees from the different levels in Holiday Inn is recommended for solving the issue related to the digital skill gap of the employees. Finally, all the change management for Holiday Inn was utilised through Kotter’s change management model which figures that to cope with the trend all hospitality organisations need the support of expert employees and thus Holiday Inn should arrange the necessary program in terms of making their employees expert.
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