[image: ]
	LEVEL 6 ASSESSMENT SPECIFICATION

	Student name:
	
	Student ID number:
	

	Programme:
	BA(Hons) International Hotel Management

	Module:
	Organisational Consultancy

	Module code:
	BMIH6005
	
Contribution to Overall Module Assessment (%):
	100%

	Lecturer:
	Gayathri Nadeeshani
Senanayake Mudiyanselage
	Internal Verifier:
	Emily Williams

	Assignment Title:
	Consultancy Report
	Word count (or equivalent):
	6,000

	Submission deadline:
	8th July 2022
	Return date of provisional marks & written feedback:
	5th August 2022












Student Name: Loredana Bortos
Student I.D.: 1815991
Name of your company: Helping You Consultancy
Name of client: Britannia Hotels
Date of report delivered to client: 07.06.2022

Table of Contents
Executive Summary	4
Introduction	7
Scope & analysis	8
Main Body	13
Findings & Results	19
Action Plan	22
Recommendations	25
Conclusion	26
Reference List	27



[bookmark: _Toc105517041]Executive Summary 
Issues
“Helping You Consultancy” is the UK-based consultancy organisation responsible for the providing services to hospitality industry. Preparation of consultancy reports is the main job role of the organisation. The client of the organisation is Britannia Hotels Ltd and the report will be based on the improvement of the business. Britannia Hotels Ltd. is currently having a bad reputation and has also been named the worst hotel chain in the UK. Due to inefficient room maintenance along with inefficient staff, the hotel company is going to a rapid downfall. With disruptive effects from the macro-environmental factors like political, legal, and economic, the firm is in a highly disadvantaged position. Britannia Hotels had to make significant job cuts in 2022. They have decided on sacking 1,000 employees to cover up the pre-tax sales losses of 9.5 million in 2021. With reduced staff, the hotel chains are unable to provide a good ambience to the guests, leading to their immense dissatisfaction. Not only this, but due to the absence of modern technologies in the hospitality firms, their operations have also gone slower. 
With the rise of the pandemic, consumer spending on leisurely activities has significantly decreased, leading to a further less number of tourists entering their hotels. Due to the reduced alignment of the hospitality features of the hotel with customer requirements, guests are actively giving negative feedback on different customer review websites for hospitality firms. In effect to the negative hotel reputation within the UK, Britannia Hotels is having fewer chances for forming partnerships with international or regional firms. Additionally, the firm is also facing threats from potential competitors in the hospitality industry within the UK.   
Findings
The findings suggest that the hotel has more negative aspects as compared to the positive ones. The firm recently has a sales increase, which seemingly increased its market share. This provided the chance for the hotel to expand its business to regional locations. However, the identified problems include negative branding and lack of necessary employee skills, lack of communication, and negative environmental influence. As per the findings, the hotel can improve its management problems by efficiently addressing the issues using digital platforms and by involving positive marketing activities. Training programs along with a two-way communication system have to be applied. To manage their environmental issues, energy-saving tactics can be implied along with monitoring the activities of refurbishment.
The findings reveal that there are various aspects of improvements that Britannia Hotels Ltd. is required to focus on. For example, food & beverage, housekeeping department, venue and design, staffing, and training are the roles. As per the findings, the current situation of Britannia Hotels reveals that there is a low customer rating of 39% for their food & beverage category. Their housekeeping is also poor with bad conditions in their bathrooms and clogged ventilation. The venue design of the hotel company is horrible along with the presence of inefficient staff that provides bad quality hospitality services. Hence, according to the present situation, future policies are required to include Food Safety laws that can ensure the high quality of their food & beverage system. Along with this, hygiene condition maintenance is also required to be included in their policies. 
Analysis of findings  
The findings’ analysis presents that Britannia Hotels Ltd. is getting highly slammed on hotel review sites by customers, who are unsatisfied with the provided hospitality services. Due to the presence of negative reviews, the hotel has also been declared the worst hotel in the UK by various news channels. With low food quality and bad hygiene conditions of the hotel, customers are not willing to experience a stay in their hotels. To ensure the provision of good food, the hotel company is required to align their services with the Food Safety Act compliances. Not only this but accommodation facilities within the hotel is also required to be better with no stains on carpets and linens has to be regularly cleaned. Bathrooms have to be regularly cleaned and filled with adequate accessories. Communication within the hotel staff has to be upheld so that they are effectively able to contact each other and implement the correct solution for resolving the hotel issues. The staff of the hotel has to become more aware of the issues and always has to be informed early about future tasks. The analysis of the findings also states that the firm is required to investigate more the current trends in the hospitality industry and accordingly align their services.  
Recommendations 
In this report, a detailed action plan has been discussed which is to be performed by Britannia Hotels in future. A total budget of £25,000 has been planned for making several changes and adopting new policies with the management of Britannia Hotels. Britannia Hotels have a bad reputation on the matter of providing high-quality services. The staffs who directly interact with the guest are not that much hospitable while providing the services. Britannia Hotels will have to invest more in digital marketing as well as online promotion to establish effective communication with the audience. Other than this Britannia Hotels should focus on sourcing skilled candidates from the industry.
Conclusion 
Based on the overall analysis and evaluation of the report, it can be concluded that Britannia Hotels Ltd. is currently facing a lot of issues for its poor hospitality services. Due to this condition of their hotels, the company is currently leading towards a significant downfall. This is also evident from the hotel group, being named the worst by various hospitality reviews and news channels. Various strategies are being recommended to the company to save its reputation as a hotelier. One of the recommendations is to make effective management of their financial decisions by doing cost reductions. However, the conclusion stated that Britannia Hotels is required to invest more in its digital marketing campaigns. CSR activity conductance can also be considered a necessary part of the hotel through climate change campaigns. 
Candidate recruitment was also found to be essential for the company as well as giving efforts for their training. Service cost reduction is also required to be done through the implication competitive pricing strategy, which the firm has already been following. Their maintenance and engineering team has to become more efficient so that they can handle the issues that are related to the operations of the hotels of Britannia Hotels Ltd.  
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The organisational consultancy refers to the entire process concerning the advisory and implementation of the services mainly focusing on the improvement of the effectiveness of the strategy of the business, organisational performance and operations (Vogelpohl, 2019). It proves effective in enhancing the services being effective in properly utilizing the human resources. The main purpose of the report is to determine the methods to be used to analyse the problem issues mainly associated with the internal and external factors affecting the business. It will focus on the process to determine the strength and weaknesses along with the opportunities and threats associated with the business using SWOT Analysis. Along with the internal factors, the report will also highlight the external environmental factors affecting the business of the respective hotel with the help of PESTEL analysis.  After the analysis of the hotel's performance, the report will highlight the best method to enhance the operation of the hotel along with different management techniques, and staff training programmes as per the issues being faced by the organisation. 
“Helping You Consultancy” is a consultant organisation responsible for the preparation of consultancy reports for clients. It is an UK-based business providing services to organisations of hospitality and tourism sector. The client selected for the report is Britannia Hotel which was founded back in the year 1976.  At the time of establishment, the hotel comprises around 100-bedroom only in South Manchester which slowly conquered the market of the UK to be one of the most renowned hotels across the country. The hotel currently has 60 hotels all across the UK with around 10,000 bedrooms (Britannia hotels, 2022). The respective hotel is considered to be the perfect spot for families, leisure, and businesses as the hotels are located in the centre of the busy city centres, picturesque countryside and seafront locations. The services available in the hotel include the services of restaurants, bars and nightclubs along with health and leisure clubs. The Britannia Hotel Ltd employs 233 employees serving the customers with quality and leisure services (rocket reach, 2022).
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Currently, Britannia Hotels Ltd. is present in different locations in the UK, with 61 hotels offering 10,000 bedrooms (Britannia Hotels, 2022). The hotels are also situated within the prime cities across UK locations, for example, beach-front towns, coastal areas, near major airports. The website report also presents the fact that the hotel company provides competitive pricing to the customers along with quality accommodation. Along with this, Britannia Hotels also offers different types of amenities like restaurants, health clubs, bars, and Wi-Fi.  The hotel company was first founded in 1976 in South Manchester (Britannia Hotels, 2022). The recent feedback on Britannia Hotels is negative as the customers seemed to be greatly dissatisfied with the hospitality of the hotel chains. As per the feedback received from a customer on Trustpilot, the hotel seemed to be the worst hotel that the individual had stayed till now. In this feedback, the customer mentioned some of the flaws, like windows that cannot be closed, ripped fixtures, damped walls, and a broken wardrobe (Trustpilot, 2022). Henceforth, it seemed to have developed a negative reputation within the customer base in the UK. 
Employee feedbacks are also negative for the hotel chain, where an employee mentioned that everything is wrong in the hotel and none is bothered about the happenings within the hotel. However, another recent feedback stated regarding the wedding venue in Britannia Manchester Hotel that the hotel offered great food, a clean environment, and good service (Indeed, 2022; Tripadvisor, 2022). Hence, based on the recent reviews, it can be identified that the hotel chain has not been to gain a good reputation within the UK for its hospitality operations. 
SWOT 
	Strengths
	Weaknesses 

	· Increased market share
· Recent increase in sales volume 



	· Bad reputation
· Less alignment with customer requirements 
· Less number of hotels
· Less number of working employees 
· Bad maintenance of the hotel premises 

	Opportunities
	Threats

	· High opportunity of the brand to expand its market in regional locations
· Has good chances for utilising modern technologies in its business infrastructure 
	· Fewer chances for the formation of international partnerships 
· Threat to current market position due to the presence of competitive rivals 
· Threat to more loss of employees due to increased job cuts and bad reputation 


Table 1: SWOT analysis
Analysis and evaluation of SWOT 
Based on the current strengths of the company, it is evident that the company has been able to increase its recent sales volume even after being named the worst hotel chain in the UK. Quite recently, Britannia Hotels has been named the worst hotel chain, regarding the contexts of cleanliness and value (Sayid, 2022). As per the reviews of the customers, mentioned in the new report through the survey of 2,371 customers, Britannia Hotels’ bedrooms and bathrooms are dirty. Along with this, the customers also reviewed that there were stains on the carpets and garbage has not been cleaned from the front doors. 
The company has also undergone a recent increase in its market share through increased sales volume, even after being rated as the worst hotel (Public News Time, 2022). This provides the opportunity to grow into more regions within the UK and also utilise the capital investments in implementing modern hospitality technologies. However, the bad reputation threatens their market position highly as compared to big rivals in the UK, Marriott International, Hilton, Holiday Inn, and Premier Inn. The company had recently made 1,000 job cuts, which is further pressurising them with a low employee count for providing the necessary hospitality services to guests (Statista, 2022; Dean, 2022).
PESTEL 
	Elements
	Influence 

	Political
	There has been a significant impact of Brexit on the UK, with stagnated levels of trading since 2019 along with significant GDP losses for the UK due to withdrawal agreements from different states. The advent of the COVID-19 pandemic had imposed several government rules on the hospitality industry like social distancing measures and lockdown restrictions (Flach, 2022; Ramuni, 2021). Due to both Brexit and COVID-19 rules, there has been a decrease in employment.  

	Economic
	The current employment rate is 75.5% and is significantly lower by 1.1% than the pre-pandemic levels. There has been a significant decrease in the GDP of the country by 6.3% during February 2020, which is 7.4% below the pre-pandemic levels (Watson, 2022; McAuley, 2021).

	Social
	Consumer spending in the hospitality industry remains less than 70% as compared to pre-pandemic levels (Watson, 2022). 

	Technological
	Technologies like Artificial Intelligence (AI), Internet of Things (IoT), Blockchain Technology, Virtual Reality (VR), Augmented Reality (AR), and Recognition Technology are the most prominent technologies within the hospitality industry (Catala Consulting, 2022). 

	Environmental
	Sustainability-driven legislations are strict within the hotel industry regarding pollution avoidance, waste management, utilisation of natural resources, and ecosystem protection (Altenrath, 2021).

	Legal
	There are certain limits to the UK employment laws, where there is a realignment of the rules with social norms, and protects workers from low pay, forced labour, and low compliances (Ioannou and Dukes, 2021). 


Table 2: PESTEL 
Analysis and evaluation of PESTEL 
From the above PESTEL framework, it can be understood that the political environment of the UK is significantly having a negative influence on the operations of the hospitality industry. Increased restrictions on travelling had led the firm to face staff shortage, Even during the pandemic times. In addition to this, the low employment rate is also further threatening Britannia hotels with staff shortages. Moreover, the stringent economic condition with the abrupt downfall in the GDP had caused the hotel company to face a low tourist count. Due to low tourists, visiting their hotels, the firm had undergone a huge sales loss of near about 10 million Euros (Puckering, 2022). The report further highlighted that this sales loss, in turn, influenced them to do random job cuts of 1,000 employees from their hotels.
In the financial year, 2021, Britannia Hotels had faced losses in their sales revenue and made 1,000 job cuts, which decreased their sales losses by another 80 million Euros (Robinson et al., 2022). As per the news report, the organisation has undergone a decrease in their employee number from 2,740 to 1,765 within a year timeframe. Amongst this, management staff was reduced by 62 and direct workers decreased by 913. The poor economic and political condition is seemingly a reason behind the significant downfall in the employee count of the hotel, leaving behind the only option through making redundancies. Britannia Hotels has faced a pre-tax loss of 9.5 million Euros in 12 months of 2021, in comparison to the profit gained in 2020 of 13.7 million Euros (Robinson et al., 2022). 
It can be analysed that in effect to the decrease in consumer spending, specifically along with the increased health-cautious attitude during the pandemic times, Britannia Hotels has suffered significant losses. It forced the firm to temporarily run reduced services in several of their hotel chains, with less or no availability of some of the amenities (Britannia Hotels, 2022). All the hotel chains of Britannia Hotels Ltd. had applied the pandemic-specific regulations that are aligned with the national as well as local government guidelines. The firm has also not implied any modern technologies that are emerging in the UK hotel chains and hence is being negatively influenced by the technological element of the UK.   
Regarding the constraints imposed by environmental legislation, Britannia Hotels are found to be greatly affected. This can be analysed by the fact that the firm is unable to maintain the necessary cleanliness in their hotel premises, which is further tarnishing their reputation amongst the chosen target customer group in the UK. Guests are seen to be repeatedly making complaints about the unhygienic conditions of the bathrooms in their hotels (Kollewe, 2019). Though the UK law highly restricts the misuse of employees through the implication of various such employment laws, there has been a negative influence on Britannia Hotels. Unable to cope with losses of 10 million Euros, Britannia Hotels had decided on sacking 1,000 employees (Robinson, 2022). This caused to face legal employment issues within the hotel chains. 
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	Issues
	Description 
	Mitigation
	Time

	Management of  reputation and branding
	The poor operation of the hotel is likely to influence its reputation with negative reviews against the services of Britannia hotel making it called one of the members of the worst hotel chains (Bloomberg, 2022). 
	It could be resolved by addressing the issues being faced by the customers.  Further, positive marketing activities could be practised to add to the branding of the hotel. 
	The practices affecting the reputation and branding of the hotel must be changed on an immediate basis because it holds the responsibility to enhance the market value of the hotel.  

	Employee skill set
	The discrepancy in the practices and skill set to serve the customers affects the overall operation of the hotel.  
	 Proper training programs could support the hotel management to enhance the skill set of the employees providing services to the customers.
	It is prerequisite action that must be considered by the hotel to enhance the overall performance of the operation being practised by the staff.  

	Revenue improvement
	The lack of proper skill set among the employees is likely to affect the overall sales and services of the hotel affecting the overall process to generate revenue. 
	One of the most effective ways to add value to the practices to generate revenue is to know the audience and focus on the guest experience.
	The mitigation practices must be practised along with the upskilling of the staff. 

	Environmental
	The wastage of water and poor management concerning the disposal of the waste is likely to affect the overall performance of the hotels (Chawla et al.,  2021).
	The most significant way to manage the issues regarding energy is to use it effectively and install renewable sources of energy.   
	 The practices to mitigate the issue regarding the environment have to be put along with the activities to improve the branding of the hotel.

	Refurbishment 
	The services highlighting the terrible services including horrible food, and dirty rooms are some of the basic refurbishment issues faced in the hotel (Houghton, 2020).
	Respective issues regarding cleanliness and unhygienic services being provided to the customers could be mitigated with the help of continuous monitoring of the activities of the hotel staff.
	It is one of the issues faced in hotels that tends to influence the overall perception of the customers. 


Table 3: Negative aspects of the hotels (Issues)
Analysis: Considering the issues being faced by the hotel management as well as the customers must be mitigated to deal with the negative aspect with proper solutions increasing the efficiency of the entire hotel. The operation management refers to the field of business that is concerned with the administration of the business practices to enhance the efficiency of the system (Barnes, 2018). It looks into the management area concerned with the process of controlling and managing the operations of the hotel concerning the satisfaction of the customers. There are significant ways that could be practised to enhance organisational operations. Some of the measures are discussed below:
Management of reputation and branding:
The impact of the customer reviews is likely to have both negative as well as positive impacts on the organisation's reputation (Pillai et al., 2017).  Reviews collected from the customers could not be ignored because the most traveller is likely to develop faith regarding the hotels as per the reviews being displayed on the websites of the Britannia hotel. It is therefore believed to prioritise the process to develop the reputation of the hotel by tracking the reviews of the customers (Hospitality tech, 2017). It is also very significant for the hotel management to look into every negative review so that it could be addressed properly in an amicable method. The operations regarding the branding could be enhanced by creating a buzz in the digital platform by offering promos and codes to the customers.  The guest visiting the hotels must be assured regarding the queries associated with the timely and immediate response.
Development of the employee skill set:
There is a direct link between the development of the skills of the employees and efficiency in the services being offered to the customers. It is the core responsibility of the management to develop and build up a positive working environment while maintaining a motivation level high (Osborne and Hammoud, 2017). The entire workforce in Britannia could be encouraged to add value to the skills sets and sharpen up their skills. Skilled employees are considered to be an effective part of the organisation being the core responsible for the operational activities. The staffs of the Britannia hotel represent the brand value and their operation. There must be regular activities such as training programs mainly focusing on the development of the skills of the hotel staff to prevent any discrepancy concerning the behaviour of the customers (Torres et al., 2017). The training program could be practised across different departments making the employees more trained on different functions. Training staff across different functions of several departments makes them more efficient regarding the operation of Britannia hotel. Thus upskilling the staff plays a significant role in the accomplishment of effective operations. 
Revenue improvement
Considering the issues regarding the pricing factor and strategies, the revenue of the hotel gets affected which has to be considered by the hotel management. The challenges concerning the improvement of the revenue of the hotel could be mitigated by understanding the market (Antonio et al., 2017).  The management of the hotel has to focus on the process to understand the market as well as the customers. Further, the price optimisation and segmentation of the hotel resources also play a significant role in enhancing the revenue of the hotel. The operation department could coordinate with another functional department to develop a proper understanding of the trends in the market and enhance the revenue management strategies.
Environmental 
Considering the operation of Britannia concerning the environmental issues, it has been found to face criticism concerning the untold damage it is having on the communities after being recognised as the worst chain of hotels in the UK (Britannia.no). The respective hotel has received one star out of five stars for the cleanliness within the premise. With time, the people are becoming more conscious regarding the nature and cleanliness thus, it becomes very predominant for the hotel to enhance their operations to manage their environmental issues.
Refurbishment 
Considering the refurbishment issues being faced by the customers of Britannia hotel, it has been rated and reviewed as the worst hotel chain in the UK for the seventh row. The customers have been described the hotel services to be very poor, rooms were found to be filthy, and mouldy bathrooms followed by peeling interior of the hotels (Kollewe, 2019). The respective issues have to be considered by the management on regular basis to look at the interior settings of the hotels. Further, the staff representing the housekeeping departments must be provided with proper training concerning the service offered to the customers. For an instance, the rooms have to be cleaned with proper availability of clean and hygienic toiletries and other products. The changes within the system tend to occur as per the demands of the customers. Thus, the changes beneficial to the customers as well as the hotel must be stagnant because it reflects the overall operation of the hotel.
Positive aspects
Britannia hotel has been counted on the list of the worst hotel chain across the UK because of the services it has been provided to its customers.  It is believed to have more than 60 hotels across the UK, with an increase in the revenues by 19% due to improvements in the marketing practices (Houghton and Farrington, 2022).  The enhancement in the operation concerning the basic services a customer is provided with is likely could further add to the revenue.  From the survey, it was found that the portfolio of the Britannia is found to face improvement concerning the trading with some signs of the improvements. Considering the challenges and issues being faced by the hotel, they are found to develop their operation making it competitive and effective in managing the risk by improving the services. The management regarding the development of the strategic acquisitions has been acknowledged to enhance the offering of the service. This has increased the turnover of the firm to around £115.4 million.  Improvement in the operation has also resulted in the variation in the perception of the customers regarding the hotel earning them a score of around 49% (Houghton and Farrington, 2022).
Besides the improvement in the practices concerning the development of the revenue and sales, the hotel is also found to have been fully renovated with the main objective to address the negative review against the inbuilt services of the hotels.  The room and common areas were also fitted with the new and effective energy saving technologies to mitigate all the environmental issues.  Considering the development of practice supporting the employees of the hotel, the management has been focussing on the development of a good working environment and maintaining a sickness below 3% (Britannia.no, 2022). Further, it has been noticed that Britannia hotel has contributed to the development of the practices concerning the steps mainly focussing on the maintenance of the safety of the guests as well as the staff throughout the hotel. During the pandemic, they have effectively led the functions of enhancing the cleaning routine assuring that all the bedrooms are sanitised and hygiene is maintained. They are also indulged in the practices of encouraging social distancing within the premise (Britannia Hotels Ltd, 2022). Most significantly, the staff of the hotel are also prepared and developed to focus on the measures to retain and sustain a safe and risk-free environment.  
Benchmarking
	Hotels
	Britannia Hotel Ltd.
	Premier Inn

	Number of  outlets
	61
	817 

	Average customer  score
	49
	79

	Customer Reviews
	Food horrible,  unhygienic services
	Good accommodation services,  hygiene foods


Table 4: Benchmarking
Considering the poor performance of the Britannia Inn, benchmarking would turn out to be effective in setting objectives to enhance the performance of the hotel. The number of hotels in Britannia has been counted to be around 61 which is comparatively very low as compared to the Premier Inn. The latter has around 817 hotels with quality services making them earn the position as one of the top hotels (Statista, 2021). The poor services of Britannia have made the hotel earn an average customer of around 49 while Premier Inn is 79 reflecting the differences in the quality of the services (Dean, 2022). The Britannia hotel has been rated as one of the worst hotel chains across the country due to its poor performance and unhygienic services. It has to focus on its services to bring changes to the hotel making the one of the top hotel chains in the country similar to Premier Inn.
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	Areas for improvement
	Current situation
	Future policies

	Food & Beverage
	Customers have rated the hotel to be the worst concerning every category.  The customer rated with a 39%   score considering the food and drink services (Whelan, 2019). 
	As per the Food Safety Act, the hotel management must assure their practices related to food and beverages are accompanied by proper hygiene and quality (Ma'moun et al.,  2018).

	Housekeeping department 
	Stains were found in the bed sheet and toilets,  grubby  bath rub and clogged  ventilation
	The head of the housekeeping department must assure that customers are provided with clean linens and quality accommodation services without being delayed (Manaf, 2018).

	Staff training and roles
	Due to poor training programs, the customers are provided with the least quality services making them face a huge loss of around £10 million as they cut almost of third of their workforce (Robinson and Dye, 2022).
	Effective and periodic training programs must be planned to engage the staff in the practices to add more responsibility to their roles (Jaworski et al., 2018). 

	Venue design & Environment 
	The features associated with the venue design and environment of the hotel were found to be horrible making the customer feel ripped off (Bourne, 2021).
	The rooms must be spacious and planned considering the convenience of the customers (Olimovich et al., 2020).


Table 5: Findings & Results
Analysis:
From the above findings, it has been found that the customers are provided with poor services making the hotel get slammed for being filthy concerning their food and drinks services (Gavell, 2022). It has further received backlash from the customers on making the customer incident a terrible incident. The standards set by the Food Safety Act are likely to prove effective in making the hotel contribute and focus on their activities associated with the production of quality food and services reflecting the hygiene and concern (Mutua, 2021). Along with the concern regarding the food and beverages, the hotel is also been questioned about the irresponsible act regarding the services associated with the accommodation facilities. From the findings, it was found that the bed sheets offered to the customers in the rooms were not clean containing of stains. Further, the bathroom accessories were not clean reflecting a high risk concerning the health as it increases the rate of infection and serious health conditions. 
Considering the training of the staff, there is nothing more significant than having good communication leading to effective training programs. Good communication between the staff, management and customers plays a significant role in enhancing the efficiency of the operation (Al-Omari et al., 2020). The hotel staff must be communicated properly regarding the training program focussing on the services and regular events being practised within the organisation. Informed and aware staff is likely to support the operations of the hotel. For an instance, the staff is provided with information regarding the events being held within the hotel to increase the efficiency of the operations. Further, if the customers in the hotel premise face the issues, it has to be communicated to the respective department with a proper cause so that it could be dealt with proper solution (Mmutle and Shonhe, 2017). Thus, the development in the training programs is likely to help enhance the operations adding value to the reputation of the hotel. The lack of the proper idea regarding the services to be provided to the customers is likely to affect the services and the precision. Two-way communications must be developed between the entire system so that issues could be discussed and solutions could be derived in the training. 
There were many cases when it was found that the customers are not happy with the venue design and environment of the hotel. The cost of staying in the hotel was not worth it as the rooms being charged a high amount per stay does not meet the standard of the price (Bourne, 2021). Many customers were unhappy and unsatisfied with the services of the hotel as the bedroom does not consist of a window and for such rooms, the guests are enforced to stand in long queues. The reviews of the customers have highlighted the negligence and poor services of the hotels with a stuffy, sweltering, rooms without windows and poor ageing air con that does not work.  This altogether resulted in a horrible experience for the customers living in the hotels. 
Considering the several issues faced by the customers in the context of the different functional departments such as food, housekeeping, venue design and environment, it is the responsibility of the hotel management to consider the practices resulting in proper and quality services adding value to the customer experience. The hotel management by them has to set the benchmark for their performance considering their standard regarding the customer experience (Nazar et al., 2020). Besides, abiding the hotel practices with the principle of the Food Safety Act, the management must also focus on the standards to retain the changes within the premise.  Further, the housekeeping department could also coordinate with other functional departments to consolidate the activities with the main objective to enhance the services and adding to the experience of the customers (Akgunduz et al., 2022). Since the staffs play a significant role in representing the brand value and standard of the hotel, they must be encouraged to participate in the training program to develop their skills. Most significantly, the hotel was slammed regarding the poor designing and environment, which must be planned and processed based on the handiness of the customers concerning the services offered by Britannia hotel. 
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	Number
	Problem
	Solution
	Desired Outcome 
	Time scale
	Completion  date 
	Planned Budget

	1
	Reputation and branding
	Britanna hotels have to work on building their reputation as well as branding (Mail One, 2022). 
	After executing such actions, they will make a clean reputation for Britannia Hotels. 
	1 year
	06/07/2023
	£10,000

	2
	Skill development of the employees
	It is a major negative point of Britannia Hotels that the professionals they are working with don't have a hospitable behaviour. The management of Britannia Hotels must focus on the training of the employees and make them hospitable. 
	By taking such steps they will be able to improve the existing skills of the employees who represent Britannia Hotels to the guests. 
	1 year
	06/07/2023
	£5,000

	3
	Pricing 
	The quality of the services at Britannia Hotels is consistently very poor after comparing to the price they charged (Manchester Evening News, 2020). Guests are expecting a high-quality experience in exchange for the huge price. Britannia Hotels have to use the price optimisation method to reduce the cost of the services. 
	After adopting those methods Britannia Hotels will be able to provide high-quality services to the guests. 
	1 year
	06/07/2023
	£5,000

	4
	Refurbishment
	Neglecting the amenity services like electricity and water are also the main reasons for their low performance (Mirror, 2022). 
	By taking such steps Britannia hotels will be able to provide essential services to the guest whenever required. 
	6 months 
	06/12/2022
	£5,000


Table 6: Action plan
Analysis: For a very long time, Britanna Hotels have been the worst hotel chain in the whole United Kingdom (The Guardian, 2022). They have to operate with the tag of being the worst hotel chain in the United Kingdom (The Caterer, 2022). Britannia Hotels have to invest in several digital marketing activities and public relations to promote its wise business mission. Other than this they have to focus on conducting several CSR (corporate social responsibility) activities and campaigns to protect the environment (Nazir and Islam, 2020). They will have to identify the serious skill gaps within the employees and arrange proper training to mitigate them.  Other than this they will have to adopt a competitive pricing strategy. Britannia Hotels will have to make their engineering team strong and well responsive to handle various situations responsibly.
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Recommendations 
There are several recommendations that Britannia Hotels should follow to mitigate their business-related issues and overcome the challenge. Bad reputation, unskilled employees, high prices and low focus on maintenance are some vital challenges that Britannia Hotels will have to overcome by making a few changes. Those challenges are affecting the overall business performance of Britannia Hotels.  
To make their reputation clean they have to focus on promotion as well as digital marketing in future. With the help of digital marketing and online promotion, Britannia Hotels will be able to communicate its business ideas to the audience (Bala and Verma, 2018). Other than this Britannia Hotels will have to focus on conducting several CSR activities to resolve the social issues and show their responsibilities toward the society (Mercadé-Melé et al.,2018). 
Britannia Hotels will have to invest after the training of the employees to make them more skilful and hospitable towards the guest. They will have to work particularly on increasing the communication of the employees. Britannia Hotels will have to focus on reducing the cost of their product as well as the services. The management will have to adopt the policy of price optimisation as well as the competitive strategy to make their service affordable. Lastly, Britannia Hotels will have to make their engineering and maintenance team more efficient and responsive. They will have to invest in the infrastructure of their several properties throughout the United Kingdom. Other than this they will have to invest in recruiting qualified professionals in the technical field. 

[bookmark: _Toc105517048]Conclusion 
There are several issues that Britannia Hotels is currently facing. Among these branding, high prices and the current skill gap among the employees are highlighted. Britannia Hotels will have to adopt some important branding as well as marketing strategies to improve the reputation of the organisation. The management of Britannia Hotels has to identify the current skill gap among the employees and plan how to mitigate them with proper taring. Britannia Hotels will have to arrange several seminars and workshops to upskill their employees. Other than this Britannia Hotels have to make major financial decisions to reduce the price and make them affordable for the guests.
Like other organisations in the industry Britannia Hotels also have some strengths as well as weaknesses. In the last few quarters, the market share of Britannia Hotels has increased along with the total sales volume. Similarly, Britannia Hotels have some major weaknesses like a bad reputation, insufficient staff at the property and unskilled staff. Their low quality of services has become a huge opportunity for the new competitors who are providing very high-quality services at an affordable rate. The current competitiveness has become a major threat to the business operation of Britannia Hotels.
Britannia Hotels face several challenges regarding their reputation and the low quality of service they provide. It is high time for Britannia Hotels to make some improvisations and modifications within their management to build a clean reputation. In the coming years, Britannia Hotels will have to invest a huge amount of capital in digital marketing campaigns. Other than this, conducting various CSR activities like planting trees, doing campaigns on climate change and spreading sustainable awareness. Similarly, Britannia Hotels will have to recruit several candidates who are specialised in the field of hotel and hospitality to ensure the high-quality services provided to the guests.  
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