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[bookmark: _Toc66307114]Executive Summary
The current report is a consultancy report which will focus on the problems facing by the Shangri-La Hotel London in the housekeeping department. The major problem facing the Shangri-La Hotel is their ineffective and poor customer services. It has been found that the Shangri-La Hotel faces difficulty in providing personalised services even with requests, it is not always possible to upgrade the room even if the visitors are willing to pay more. From the findings it has also been shown that the staff behaviour of the Shangri-La Hotel is not up to the mark and visitors face difficulty in availing facilities due to lack of staff knowledge and poor behaviour of the staff (Kee et al., 2020). It can also be added from the findings that the receptionists face difficulties in communicating with the visitors and has no spontaneity in their work. The receptionist fails to address the fact to the visitors the swimming pool has certain and fixed timing for visitors who wants to avail free services and guests who has paid pre-authorisation fees can use swimming pool any time. There are certain incidents faced by the visitors which imply the ineffective housekeeping and customer services, and it has also been highlighted in the report. Shangri-La Hotel has many positive factors which attract the customers however there are few sectors in which Shangri-La Hotel is facing difficulties (Zhang et al., 2019). The reason behind ineffective customer services and bad staff behaviour highlights that Shangri-La Hotel does not provide proper training facilities to the newly recruited employees. Housekeeping department in a hotel has a huge responsibility in providing effective services to the customers. However, the Shangri La hotel has maintained a proper cleanliness in the hotel but if the visitors asked for better room service the staff behaves in a rude way. The staff of the Shangri-La Hotel lack in proper communication which further creates misunderstanding and reduces the customer satisfaction. To mitigate the issues related to the customer services and housekeeping it is necessary. It is important for Shangri La hotel to implement effective policies to enhance the overall performance of the staffs. This has also affected the revenue generation of the Shangri La hotel and the annual revenue generation of the Shangri La hotel has decreased in 2019 compare to 2018 (Mariani, M.M. and Borghi, 2018). It is recommended that the Shangri-La Hotel should provide effective training and skills development facilities to the newly recruited staff and should provide them with proper information about the mission, vision, goals, and objectives of the Shangri-La Hotel so that the employees can perform accordingly. It is also recommended to create effective communication process in the workplace. This helps the employees to develop their communication skills so that they do not find it difficult to communicate with the visitors and can maintain a good and easy-going conversation with the guests. It is necessary to provide the receptionist with the necessary information regarding each policy of the Shangri-La Hotel so that they can explain those policies to the visitors beforehand without any misunderstandings. Proper flow of information is also necessary to improve the customer services. The training and personal development facilities will help the staffs to improve their behaviour and skills which they are lacking so that they can provide best customer services. It can be concluded that Shangri-La Hotel has a both positive and negative aspects and to enhance the profit and to maximize the revenue generation it is necessary for the Shangri-La Hotel to remove issues in an effective way and to provide best services and facilities to the visitors (Nadhif, 2020).
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[bookmark: _Toc66307115]Introduction
The purpose of the report is to improve the performance of employees and, provides effective feedback to the staffs so that they can improve their working procedure and developing proper plans with employees to identify career development opportunities and further it will help to stimulate the management for implementing better ideas. This report will discuss the issues related to the housekeeping of the Shangri-La Hotel in London. To evaluate the issues related to the Shangri-La Hotel the two appropriate tools will be used one is the SWOT analysis other is the PESTEL analysis (Gürel and Tat, 2017). The SWOT analysis will help the company to create various opportunities by improving their strengths and helps in understanding the weaknesses to eliminate threats from the organization. This analysis will help Shangri-La Hotel to identify various strengths and weaknesses related to their business services and the areas which needs to be improved in an effective way. Although the SWOT analysis does not provide with any solution, but it helps in identifying both the internal and external factor that can hamper the normal running of the business (Schooley, 2019). Another method used to analyse the problems of the Shangri-La Hotel is the PESTEL method and it is a simple framework which provides clear understanding about the external or wider business environment. It includes political, social, economic, technological, environmental, and legal sections and highlights its positive and negative impact on the Shangri -La Hotel. This will further help the Shangri-La Hotel to create and develop strategic policies to overcome the various issues in a proper way (Kokemuller, 2018). 
[bookmark: _Toc66307116]Scope and Analysis
The Shangri-La hotel is situated in London at The Shard. The hotel is the first uplifted or high standard luxury hotel in the city of London situated in the St. Thomas Street from where the Tube station and the London Bridge is at a 1-minute walking distance. The Shangri-La Hotel in London has total of 202 rooms along with premium and suites bedrooms. The hotel is situated at the 32nd and the 52nd floor of The Shard, London. The hotel was first opened for the guests on 6th May 2014. The Shangri la hotel has 185 guest rooms, and the rest 17 rooms are suites which also includes 3 special signature suites (Shangri-La hotel, 2019). The iconic building of the Shangri-La hotel was designed by the most famous international architect Renzo Piano and the hotel is located near the South Bank of the River Thames. The hotel is situated near the most famous financial centre of the City and the Canary Wharf. From the Shangri-La Hotel the Shakespeare's Globe, Tower of London, St. Paul’s Cathedral and Tate Modern are all situated at a walking distance. The Borough Market is situated at a 3-minute walking distance from the hotel. The hotel has an established brand image to the customers for its unique and exclusive services and properties of room and other areas of the hotel. There are various positive and negative feedbacks related to the hotel services. From the feedback and reviews provided by the visitors of the Shangri-La Hotel, London most of the feedback are positive and highlights the good aspects of the hotel (Shangri-La Hotel, 2020). However, the report will focus more on the issues related to the hotel so that Shangri-La Hotel can overcome those issues and can provide best quality services and facilities to the guests. The issue that has been identified in the hotel is the ineffective customer services along with bad staff behaviour (Tripadvisor.com. 2018). Recently, the feedback given by various visitors highlights the fact that Shangri-La Hotel is facing issues with housekeeping and bad-mannered employee’s behaviour. This report will discuss different positive and negative factors of the hotel to maintain the consistency in the hospitality services. On the other hand, related problems regarding the operation of the hotel housekeeping and the possible solutions are discussed in this report.
SWOT Analysis
	Strengths
· The Shangri- La Hotel is famous for its location along with the serene view and the ambiance of the hotel.
· The business policy of the Shangr- La Hotel is related with the idea of providing high quality facilities to the guests (Nazarko et al., 2017).
· The top floor bar and swimming pool with amazing view attracts huge number of customers.
· The standard of the Shangri-La Hotel with high class interior design and best room comfort facilities adds a perfect touch to the experiences of the guests (Vlados and Chatzinikolaou, 2019).
· The Shangri-La Hotel has luxury amenities with rooftop pool, great view which is a strong point to attract visitors.
· The visitors who frequently stay at the Shangri-La Hotel has a Golden Circle against their customer loyalty card which provides various benefits like up gradation of the room, free staying facility and also facility of personalized meals (Vlados, 2019).
	Weaknesses
· The Shangri-La Hotel has an issue in providing good customer service facilities to the visitors as the turnover of the employees is high than other hotels of the area.
· The staff behaviour of the Shangri-La Hotel is also bad (Phadermrod et al., 2019) as the employees are not satisfied with the treatment that they get from the hotel.
· Shangri-La Hotel has weaknesses in the housekeeping sector because of the lack of staff training in the field that can enhance the experience of the employees.

	Opportunities
· The location of the Shangri-La Hotel attracts lots of visitors and creates an opportunity for high revenue generation (Bhasin, 2018).
· Changing trends in the market is another opportunity for the Shangri- La Hotel as visitors are willing to pay more to avail high quality and good standard comfortable facilities and Shangri-La Hotel perfectly matches the current demand of the guests.
	Threats
· The high competition in the hotel industry creates a threat for the Shangri La hotel.
· The main competitors of the Shangri La hotel are Marriott, Intercontinental hotel, Hilton and many more (Teoli and An, 2019).



Table 1: SWOT Analysis
(Source: Developed by the Learner)




PESTEL Analysis
	Political
	Brexit

	
	Stable government

	
	FDI (Foreign Direct Investment) 

	
	Good business ambience

	
	Low tax

	
	Good business policies

	Economic
	High income

	
	High GDP (Gross Domestic Product) rate

	
	Costing capability

	
	Wealth management

	
	Economic development

	Social
	High acceptance rate

	
	High demand of the visitors

	
	High flexibility

	
	Proper communication of needs

	
	Proper inflow of market information

	Technical
	Upgraded technology

	
	Updated technical knowledge

	
	Updated information flow

	
	Updated understanding of demand

	
	Good investment in technology

	
	Understanding the demand

	Legal
	The policies of the country where the hotel serves

	
	Strict adherence

	
	Protocols

	
	Proper understanding of rules

	
	Proper management of the regulations

	
	Proper use of resources

	Environment
	Environment protection by using the recycled products and waste management efficiency

	
	Low carbon footprint

	
	Gas emission

	
	Emission of waste

	
	Emission of garbage materials

	
	Costing management for green future.


Table 2: PESTEL Analysis
(Source: Developed by Learner)
Political: Shangri-La Hotel is an international hotel and serves various customers all around the world. Brexit has created huge impact on the hotel as decrease in pound has increased the rate of goods which automatically increases the room price of the hotel. Stable government helps in smooth running of the business of the hotel of Shangri-La. FDI also has an impact on the business of the Shangri-La Hotel as it deals with international customers. Shangri-La Hotel has a good business ambiance which diverse workforce and effective business policies which enhances the long-term goals and objectives of the hotel (Farazad, 2020).
Economic: With the 0.8% GDP growth in 2020 Shangri-La Hotel can recruit more employees in the hotel and can provide better services to the guests. The costing capability has a huge impact on the growth of the hotel and the profit of the Shangri-La Hotel also depends on strategic costing plan (Pan et al., 2019). Shangri-La Hotel is a five-star luxury hotel, and it serves various customers, and the hotel has a huge impact on the economic development of the country. Covid-19 pandemic has temporarily hampered the business of the Shangri-La Hotel, so the hotel needs to manage its wealth in an effective way to overcome the losses (Matovic, 2020). The incoming of guests in the hotel has reduced due to the economic inflation and the reduction of income of the customers. The hotel had to maintain the maintenance cost although there were no customers which brought a large amount of loss for the hotel.
Social: The Shangri-La Hotel has no employee’s discrimination and ensures every person is treated equally. The customer demand for the hotel rooms is very high which creates a positive impact on the hotel. The hotel provides extra flexibility to the vulnerable employees who are facing difficulties in physical and mental health. Shangri-La Hotel maintains good communication with the customers by collecting reviews and feedbacks from them. The Shangri-La Hotel supports various communities along-with the NHS, Guy’s, and St. Thomas hospitals. The Shangri-La Hotel also supports female employees and more than 42% employees in the hotel are female (Shangri-La hotel, 2020).
Technological: Shangri-La Hotel lacks in using upgraded and new technology which can hamper in providing best services to the guests in a time efficient way. Shangri-La Hotel, however, supports innovation and provide effective training opportunities and skills development facility to the employees. The online service of Shangri-La Hotel has also helped the visitors as the guests can compare the ratings and reviews of the hotels with other five-star hotels and can decide easily which one is the best for them. Shangri-La Hotel has their online website which is easily accessible, and guests can ask queries related to the hotel (Shangri-la-sustainability.com. 2019). It is necessary for Shangri-La Hotel to invest money in implementing new technology and which also helps in strategic and innovative implementation of policies to attract customers.
Environmental: Shangri-La Hotel has lowered the carbon footprint by nearly 32% and has also controlled the gas emission in the company. Shangri-La Hotel maintains sustainability by lowering the use of energy in their offices and by implementing waste management system. The Shangri-La Hotel, London has effectively implemented various policies to reduce the waste production and the hotel has partnered with the “Rooted in Nature” to promote and support the local productions, livestock various herbs and species (Shangri-La hotel, 2018). 
Legal: Shangri-La Hotel follows various security and employee policy; data protection law and consumer protection law and the hotel have a strict adherence to the rules and policies of the government. Shangri-La Hotel maintains all the legal laws and creates a reliable environment for both employees and customers (Akkanen, 2017).




[bookmark: _Toc66307117]Main Body
[bookmark: _Toc66307118]Positive factors of the Shangri-La Hotel
Shangri-La Hotel in London has several positive aspects that attract visitors to visit the hotel and which creates a huge brand reputation in London. Location of the Shangri-La Hotel is the one of the greatest advantages for the company and it attracts large number of customers to avail the facilities of the hotel. The guest who visits the hotel are mesmerized with the view from the hotel. The hotel is situated at the heart of the London from the hotel almost every place in the London is easily accessible. The guests can opt for a room with the beautiful view of St. Paul Cathedral (Shangri la hotel, 2020). The hotel provides first class and iconic rooms from where the visitors can get a 180-degree views of the bridges and rivers of the London. The price of the rooms of the hotel are slightly expensive but the amazing view from every rooms of the hotel made the money worth it that has been explained by one of the customers of the hotel. The guests staying in the hotel can enjoy the beautiful view of the Thames River and Tower of London. The rooms of the hotel are very spacious and large and the housekeeping of the Shangri la hotel in London makes sure that cleanliness of the hotel is maintained properly. Cleanliness is another positive factor of the Shangri-La Hotel as every guest prefers proper maintenance of clean environment and the hotel has dry cleaning, laundry, and various other housekeeping facilities (Shangri La hotel, 2019). The Shangri-La Hotel provides the best and comfortable room to the guests by maintaining the quality of the room. From floor-to-ceiling the windows of the room unlock sublime views each room has been highlighted by very sophisticated decor with proper touches and designs of Chinoiserie. The beds of every rooms of the hotel are body-contouring which are draped in expensive and comfortable linens of Fretted which makes stay more relaxing and maintain the high standards. The bathrooms are furnished marble-clad feature along with heated floors and televisions of the rooms are mirror-embedded and the overall room of the hotel effectively creates elegance of oriental theme (Shangri la hotel, 2020). The Shangri-La Hotel also has a sky pool which is another attraction of the hotel as it provides swimming and pool facilities at the 52 level with an unparalleled London view along with an exclusive oasis. The hotel is the tallest building in the Western Europe which ensures that the hotel a beautiful view from each of the room. It also provides space for meetings and conferences and for small gatherings and weddings. The Shangri-La Hotel also provides the best food and has varieties of food options in their menu along with it has bar on the 52nd floor which has large range of cocktail and drinks menu. From entering to the hotel till the exit the guests are treated with loyalty and provides high quality facilities to them (The Shard, 2018). The guests are welcomed with a bottle of champagne and provides them with great staying experiences. The responsiveness nature of the hotel is a positive operation of the Shangri-La Hotel and if any issue or problem is faced by the guests then it is resolved immediately. The hotel provides free pool and swimming facilities to the guests and ensures that the visitors have a great stay in the hotel. All these factors along with the high standard of the Shangri la hotel creates a positive impact among the visitors and attract them to visit again in the hotel (Agoda.com. 2018). 
[bookmark: _Toc66307119]Describing and analysing the list of issues
There are several issues witnessed in the Shangri-La Hotel London which arises a need for Housekeeping team leader. The issues of the hotel are described below.
Customer services
The major issues of Shangri-La Hotel lie in its customer service as there are very few customers’ negative reviews has been visible on the website of TripAdvisor. One of its service users has given one star due to the poor customer service of the organization (TripAdvisor, 2021). It has been found out that the organisation struggled in providing personalised services to the customer as the customer has a request for room up-gradation which has not been met by the hotel. Further, negative reviews with a rating of 6.8 have been found at travel review websites Agoda.com where a customer complained about not changing the bathroom robes. Customers have complained about long waiting hours for food services which reflects its poor customer service. Customers usually expect quality customer services from a five-star hotel, so neglecting the demand of customers or keeping them wait creates negative impression over the services (TripAdvisor, 2021). 
Value for money
Poor value of money against the services provided by Shangri-La Hotel according to the reviews of Agoda.com and Booking.com as both the review sites reflects the lowest rating for value for money aspect which is 8.3 and 8.1 respectively (Agoda, 2021). Customers have complained about high food cost at the hotel as the breakfast charges are not included with the room price. Then customers find the hotel expensive as the extra cost charged by the organization cannot be justified with their services. 
Staff behaviour 
The behaviour of the staffs changes according to the level of pressure within the operations. Further, the customer has a complaint against not being informed regarding pre-authorisation fees or family swimming timing (Shangri-La Hotel, 2021). Majority of customers agree that staffs clean the room, but it does not take place according to the convenience of the customers as sometimes it is delayed. Therefore, miscommunication between staff members and customers creates dissatisfaction among customers regarding the hotel services. Staffs fail to provide in-detail attention to individual customers during peak seasons which is another issue experienced by the customers after consuming its services.
Reduction in revenue 
The annual report of Shangri-La Hotel London reflects the revenue of the organization has been reduced in 2019 as revenue from hotel properties was USD 1,143,405, 000 in 2018 which decreased to 1,067,308, 000 in 2019. Further, the total revenue from contracts with customers was estimated at USD 2,517,857,000 in 2018 compared to USD 2,431,216, 0000 in 2019 (Shangri-La, 2019). On the contrary, the investment in properties has been increased in 2019 compared to 2018 as it was USD 82,572,000 in 2018 which increased to USD 91,775, 000 in 2019. Thus, it can be associated with poor customer services and staff behaviour can create negative impact on the business of the organization. 

[bookmark: _Toc66307120]Solutions to the issues
The operation of any accommodation facility such as a hotel is to be of high quality. The quality of service that is provided to the consumers or clients of the hotel is linked to the rate of consumer satisfaction. The higher the quality of service, the higher is the level of consumer satisfaction (Chytiri, Filippaios and Chytiris, 2018). The quality of services within the hotel can be improved by taking the suggestions of the employees and the customers about what the customers want from this hotel. After being familiar with the expectation, the hotel can design the services accordingly to serve the interest of the customers. The quality of service of a hotel is also connected with the efficiency of the staff. The staff of an accommodation facility ought to demonstrate an enhanced level of soft as well as hard skills. In the context of his hotel, the training programs that are provided to the staff are not effective enough. The employees of the hotel can be trained by experienced professionals in the housekeeping area and other required departments of the hotel. The hotel can provide both monetary and non-monetary motivations to the staffs for engaging them property within the operation (Dickinson and Ineson, 2013). The hotel will be impacted positively when the employees will be returned as the hotel will be able to serve the customers with efficiency. On the other hand, this will be a costly operation as the employees will be needed to be trained again to serve the customers effectively. The hotel is not well versed with technological equipment that is necessary for the facilitation of the training programs. The company should incorporate various strategic measures to enhance its training facilities. The enterprise can hire some expert mentors to train the employee regarding soft skills and its demonstration in dealing with the customers (Lockyer and Scholarios, 2014). This would eliminate the probability of poor customer service and poor feedback from the customers or clients of this hotel. The enterprise ought to provide good value to the money that the customers are paying for. The hotel authority can incorporate various forms of cashless transaction facilities to make the payment procedure more convenient. The housekeeping staff ought to be monitored by the team leader from time to time regarding their work performance. Every customer of the hotel wants high quality service being provided to them with hygienic measures undertaken by the housekeeping staff with collaboration with the organisation’s management. The reception and housekeeping staff ought to be spontaneous to attend to the queries and complaints of the customers (Van Dyke and Strick, 2020). This would be helpful in providing a perspective to the customers and clients that their money is being valued. This would also create the illustration that the customers are given priority, as they are valuable to the company. This attribute would enhance the brand image of the company and draw more customers to avail this hotel’s services (Zvarevashe and Olugbara, 2018).  

The behaviour of the staffs can be polished and made more professional by teaching them about the significance of professionalism and professional skills. Various training facilities can do the trick in this regard and thus the customer satisfaction level would be enhanced (Myo et al., 2019). The management can utilise blended learning   techniques to train the employees in the peak season. For the blended learning techniques, the organisation uses different methods such as personalised feedback from the employees, motivating them through monetary and non-monetary process, developing communication and relationship between the employees and the hotel management. The analytics of the learners ought to be taken in a serious manner by the performance auditors of the enterprise. The mission statement of the organisation ought to be clearly illustrated to the employees and the staff ought to be motivated by the team leaders of the housekeeping department by undertaking various measures and strategies. 
The company has also witnessed a drastic reduction in its revenue generation (De Pelsmacker et al., 2018). The housekeeping unit ought to maintain a specific parameter of performance. This would lead to increased consumer satisfaction level. The consumer can be satisfied if they get the performances and services they expect and pay for. The organisation maintained the standard of the performance so that the organisation can serve the customers in the same way. The organisation’s overall revenue would also be enhanced due to this aspect. The reason behind it is that increased customer satisfaction would lead to an increment in the level of customer retention. More number of customers would also be attracted by this aspect, as the word of mouth and various promotional strategies would contribute to this attribute (Poupard, 2019). The organisation can also generate higher amounts of revenue by utilising the housekeeping unit in various aspects. A neat and clean reception and conference hall would create an impression of the rich heritage of the hotel. A clean infrastructural element also creates a positive impression on the visitors and thus aids to lure the first-time visitors into loyal customers.       
[bookmark: _Toc66307121]Findings and results

	Department
	Issue
	Solution

	Customer service department
	Poor customer service 
	· Providing effective training programs to the employees
· Hiring expert mentors 
· Incorporation of various technological tools for providing training.
· Application of various training mediums and procedures


	Housekeeping department
	Untidiness and bad behaviour of the house keeping staffs
	· Arrangement of various seminars to enhance and brush the soft and hard skills of the housekeeping staffs.
· Teaching the significance of consumer satisfaction and its relation to tidiness within the hotel premises

	Reception department
	Lack of spontaneity
	· Teaching the staffs to be more responsive to the customers
· Monitoring the performance of the staffs 


Table 3: Findings and results
(Source: Created by the learner)

One of the most vital departments in a hotel is its customer service department. This department is responsible for providing various forms of services to the clients and customers. This department's purpose is to provide an ultimate level of consumer satisfaction and retain the number of customers visiting the hotel. In the context of Shangri-La Hotel, the department of customer service is faulty and is not able to provide the required level of consumer satisfaction (Lin et al., 2017). The reason behind this is that there is lack of proper training techniques and tools to teach the significance of customer contentment to the employees. Providing excellent training facilities and programs to the employees of this company would result in an increment in the level of customer contentment (Jiang et al., 2019). The poor quality of service of this department can be mitigated by incorporating various technological tools and measures through which advanced forms of training can be provided to the staff. The organisation can also hire various mentors that can train the employees to an effective level (Genoni and Dalziell, 2017). This would aid in extracting the best out of the employees in terms of professionalism. The company ought to be very selective in this regard, as the selection of ineffective mentors can result in incomplete or insufficient training of the staff. The mentors that would be hired should be experts in their professional domain and should also prepare the employees for uncertain times in the industry such as COVID-19 and other natural calamities. 

The housekeeping department is also not able to execute its duties as per the desired parameter that would facilitate higher customer satisfaction levels (Antonio et al., 2018). The first reason for this is that the hotel premises are not tidy enough. The rooms that the customers are availing or residing in are not cleaned on a regular basis. Even if they are cleaned, the cleanliness is not as per the expectations of the consumers. In the raff the pandemic, the customers want the rooms to be fully sanitised and cleaned on a regular basis. However, the housekeeping department is not capable of sanitising the rooms and are also lacking regarding tidiness. The hotel is also lacking in terms of effective resources to clean the various rooms and hall rooms. The behaviour of the housekeeping staff of this hotel in the peak season is very unprofessional. The salary and other perks of the staff are provided by the hotel authority against the payments made by the customers and clients of this hotel. This issue can be mitigated by the division of the workload among the various employees of the housekeeping department. The authority or management can organise for various skill enhancement and skin nurturing seminars and programs (Van Dyke and Strick, 2020). The programs ought to be conducted by expert professionals and trainers. The housekeeping staff should also be taught about the significance of the customer satisfaction and how customer contentment is related to the success of the organisation. In hotels where there is lower level of customer satisfaction, the customer retention rate is also low. This creates a bad impression of the brand image of the hotel in the eyes of the public and other potential consumers. Hence, the staff ought to be very aware of the fact that their service should be up to the desired parameter of the customers and this would be beneficial for the enterprise both in the short and long run (Chakraborty, 2019).  

The third issue is in the reception department. The foremost negative element of the reception department is that the staff of this department are not well versed in customer handling (Kee et al., 2020). They also lack in spontaneity. They cannot meet the demands of the customers within the stipulated time and the customers must wait for a long time to avail the offered services of the hotel. This has also created a negative brand image for the hotel. Although, the reception department has not many complaints about it from the critics and customers, their lack of spontaneity is a big issue in the professional context. This issue can be solved with the concept that the staff of this department ought to be more responsive towards the hotel’s customers and clients.  This would eliminate the issue of long queuing for the customers both in the peak and lean seasons (Zhao et al., 2019). The performance of the staff should also be monitored to keep a track of their shortcomings and the management ought to provide them with regular feedback to mitigate their professional shortcomings. The resolving of the three issues would be highly beneficial for the organisation to be more proactive in regard to customer satisfaction (Fransisca, 2018). This would lead to the attraction of new customers for the hotel and would aid to generate higher amounts of revenue for the company. 

[bookmark: _Toc66307122] Action Plan

	Objective
	Actions
	Resources 
	Time frame 
	Budget
	KPI

	To improve the professionalism of the staffs in terms of staff behaviour
	· Arranging seminars
· Hiring mentors to train the employees 
	· Online platforms
· Technical tools
· Recruitment strategies for recruitment of the mentors
	4 months
	£ 3,000.00
	Better and professional behaviour of the staffs towards the customers

	To enhance the financial revenue of the company by better customer satisfaction
	· Better customer attraction along with better customer satisfaction
· Planning and utilisation of the financial resources of the organisation in an effective manner (Hu and Trivedi, 2020)
	· Promotional strategies
· Strategies for enhancement of consumer satisfaction
· Financial resources
· Assets
· Financial planning and financial planners
	8 months
	£ 10,000.00
	Upliftment of the organisation’s revenue

	To enhance the responsiveness of the housekeeping staffs and the reception unit
	· Teaching the employees about the significance of customer satisfaction 
· Incorporating various techniques and measures to be more responsiveness
· Preaching and practicing spontaneity
	· Seminars
· Mentors 
· Innovative strategies and techniques
	3 months
	£ 5,000.00
	Spontaneity in the respective units and their staffs


Table 4: Action Plan
(Source: Created by the learner)

The following of the action plan would be quite helpful for the hotel in mitigating the issues that has been described earlier. The company can also enhance its overall profitability with the aid of the action plan that has been illustrated above. Hence, the action plan is significant for this hotel to uplift its overall customer satisfaction level and to upgrade its financial performance.  
[bookmark: _Toc66307123]Recommendations
There are various aspects that need to be renovated and implemented in this organisation to uplift its customer satisfaction along with mitigation of the issues that have been illustrated above in this study. The recommendations for this organisation are highlighted below as:
The hotel should improve its recruitment procedures and ought to hire staffs who are very professional and can demonstrate professional attributes and behaviour. This can be developed by analysing the demands of the customers from the hotel and establish the job criteria of the employees. The employees need to be trained as well according to this criterion.
The organisation should to connect with various financial experts and financial consultants to enhance the financial performance of the enterpriser.
The enterprise should also be very efficient in the utilisation of the financial resources and assets of the company. This would ascertain that the organisation is not deprived of financial upliftment.
The behaviour of the current staffs can be nurtured and embedded with professionalism. This would aid the company to project a good brand image in the eyes of the public.
The hotel should conduct various training programs to teach soft skills to the staffs. This would aid in uplifting the quality of service and interaction with the customers and clients of the hotel. This aspect would lead to the increment in customer retention and thus would create a strong consumer base for the organisation. 
The staffs of the housekeeping department should execute their duties without any negligence (Zhang et al., 2019). This would ascertain that the rooms and hallways of residence for the customers are regularly sanitised in the current period. This would also enhance the hygiene of the hotel, thus creating the impression of an ethical and customer conscious enterprise in the community. 
The hotel’s HR department ought to hire effective team leader to lead the housekeeping units in the most efficient manner. This would enhance the level of hygiene and systematic operations, thus uplifting the level of customer satisfaction. 
[bookmark: _Toc66307124]Conclusion
This study has concentrated on the various issues that the specified hotel has been witnessing along with the issues that are encountered by the customers of this hotel. The company has been lacking in terms of responsibility towards the customers or service avails of this hotel. The organisation should take this issue on a serious note, as ignoring these issues can result in the weakening of the consumer base. The company has also been very unresponsiveness towards the customers, especially in the reception and housekeeping department. The clients and loyal customers along with the new customers must wait hours for checking in or checking out. The other services that are executed by the mentioned departments are also not up to the desired parameter. 

It has been observed from the study that the financial revenue of the company is also gradually decreasing, as the rate of customer satisfaction is not up to the desired level of the customers. The customers feel that they are not being respected and their money's not being valued. In the era of stiff competition, the customer can switch brands and avail any other hotel that has a higher rate of consumer contentment. This is a big threat for this hotel and hence the hotel authority and management ought to take effective strategies and measures to mitigate the arising issues within their organisational premises. This paper has also provided some recommendations along with a fully strategized action plan. The utilisation of these would aid the organisation to be more successful in the short and long term. 
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