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Issues
The Savoy is lagging because of the significant issue being faced by the management concerning their services as well as poor decor.  Predominantly, the effective services being performed by the hotel staff are one of the most significant factors affecting the productivity of the hotel because they hold the responsibility to deal with the needs of the customers. Along with the internal factors, the productivity of the hotel is also affected by external factors such as political and economic. The political index was found to be low since the last year and the inflation rate was also found to be driven by increasing the cost of operation. It has also influenced the expanding power of the customers making the hotel face distinct loss. The poor communication between the hotel staff and management along with the ineffective marketing activities has reflected the factors responsible for the hotel to face significant losses.  Further, the hotel also was lagging due to its old woodwork and lack of periodic refurbishment.  
It was also found that due to the pandemic, the hospitality sector was affected very badly, which made the Savoy hotel considerably face the issues concerning the decreased footfall of the customers.  Thus, the challenges for the hotel have been identified to increase that must be dealt with effective mitigation strategies. During 2019 and 2020, the hotel faced significant losses due to changing needs of the customers and the pandemic and increased liabilities.
Findings
From the findings and result section, there has been mentioning of four departments, along with their issue in the current situation and the future condition have been also mentioned with strategies for improvement and enhancement. The four areas that have been mentioned are the front office department, food and beverage service department, housekeeping department and kitchen or food production department. In the first area, the customers are not happy with the front desk officers and staff, and they demand more employees in that sector. There has been an issue with billing during checkout as well. There has been consultation from Solving Your Needs to enhance the servicing by knowing the customers, and regular training has been recommended. There have been complaints on food quality and taste as well, and for that, it has been consulted to practice excellent servicing and technology is needed to implement for better performance.
Housekeeping issues have also risen, reservations have not been taken properly and the behaviour is also rude according to some customers. To enhance that, speed and dexterity will be enhanced, and the operating procedure will be revised and propagated to every staff. 
Analysis of findings
Issues have arisen regarding the food quality and to improve that, focusing on freshness and quality of ingredients has been consulted. In the action plan, solutions have been provided regarding the loss that the Savoy Hotel had faced in 2019 and 2020, there has been an increase in liabilities as well, slow service from the staff, poor communication, and interaction from the staff towards the customer, and the complaint about re-painting furniture and not refurbishing it. Along with the solutions, the desired outcome has been provided as well, along with the time scale, completion date, and the budget planned for the actions as well.  
Recommendations 
In the respective paper, the negative, as well as a positive aspect of Savoy Hotel, could be identified an effective action along with mitigation strategies has also been discussed that are likely to be performed by the hotel to improve their services. There has been the involvement of around £41,000 to support the business with the help of distinct changes and quality future policies. Further, the activities that required modification are primarily discussed in the report including poor services practised by the hotel staff, ineffective marketing strategies, lack of required skills among the customers and so on. In addition to the issues being faced by the hotel, an increase in the abilities and old design of the hotel is also discussed along with the appropriate strategies concerning the improvement of the overall practices. Refurbishment concerning the physical appearance of the hotel has been highlighted in the report because the brand has hardly gone through any renovation for years. This was considered to hurt the customers affecting the services.
Conclusion 
Based on the evaluation of the paper, it could be concluded that the hotel has been facing significant issues concerning the services being offered to the customers. The issues have been found to draw the organisation towards downfall influencing the perception of the customers regarding the overall services of the hotel. Acknowledging the challenges being faced by the hotel, the different mitigation strategies have been discussed along with the future policies to deal with the persistent issues of the organisation. Of the significant recommendations, the most effective and significant is to focus on the performance of the employees affecting the services being offered to the guests of the hotel. Further, the hotel must also focus on the development of the marketing practices so that they could interact and communicate with the customers regarding the services and changes. The efficiency in the management of the hotel staff along with the refurbishment efforts have to be driven to get into the perception of the customers so that loss faced by the hotel could be overcome supporting the overall productivity of the hotel.


[bookmark: _Toc107060153]Introduction 
Organisational consultancy plays a significant role in improving the overall performance quality of the entire business management functions (Long, 2018). ‘Solving your needs’ is an organisational consultancy firm that focuses on providing independent advice to the organisation for optimising their business operations as well as utilising human resources. The benefits of using this organisational consultancy are that it will provide a different perspective to look at issues and make effective decisions with proper time management. The purpose of this report is to analyse the role of a management consultant in an organisation and its impact on the overall business performance. This report will focus on the hotel compartment of The Savoy Hotel in London and how consultancy can help in improving the business operations. The internal, as well as external business environment will be discussed in this report. The business operation can be improved and the necessity of enhancing the staff training programme will be highlighted in this report along with recommendations for improvement. 
The Savoy Hotel is a luxury hotel that provides excellent superior facilities and services for a luxury staying experience for the visitors. It was founded by Impresario Richard Doyly Carte in 1889 and was the first deluxe hotel built in Britain (Savoy, 2022). However, Issues identified as an increase in liabilities, slow service by the staff, the huge amount of loss in 2019 and more will be mitigated by “the Solving your needs’. This report will analyse the weakness and threats at the hostels and use its strength to improve operations and utilise opportunities for smooth functioning of the business with the help of SWOT analysis. However, to analyse the external environment of the business, the ‘Solving your needs’ will use PESTEL analysis to identify factors such as political, economic, social, technological, environmental and legal to understand the impact on the business along with other audit methods. The report will also analyse problems through observation of work placed practices to analyse the aspects of improvement.  
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The hotel market in the UK has expanded in recent years, ranging from luxury hotels and other 5-star hotels to budget hotels. The luxury segmentation of the UK is in the area of London. Tourists from different countries increase the tourism traffic mostly in London (Statista, 2022). Therefore, it can be said that the tourism industry in the UK has the potential to grow in the coming years. Currently, the hostel industry in the UK owns 21.7 billion British pounds with a 79.9 percent of hotel occupancy rate in the country and 83.4 percent occupancy rate in London (Statista, 2022). 
The savoy hotel is known as the landmark of luxury as it is the first purposely built deluxe luxury hotel in London with 24-hour room services, therefore, the business has the capability of attracting both domestic and international tourists. The business is operating since 1889 and it has been about 133 years in the business. It has approximately 267 numbers of rooms. Currently, more than 400 employees are working at the hotel. The hotel has mostly positive feedback recently according to tong TripAdvisor’s website. (TripAdvisor, 2022) However, this business also has a few weaknesses which can obstruct the business operations. Therefore, Savoy Hotel should focus on taking any kind of opportunity available in the industry to gain advantages and identify threats to eliminate the possibility of unfavorable situations. 

	Strengths
	Weakness

	· Luxury services 
· Highest tourist traffic location in the UK
· Brand reputation 
· High profit

	· High-costs set-up 
· Inexperienced staffs
· Poor communication from the customer service desk and slow staff services 
· Seasonality of hotel business and dependence on tourism only

	Opportunities
	Threats

	· International expansion 
· Huge scope for technology enhancement 
· Staff enhancement 
	· Covid-19 
· Competition from other multiple five-stars companies


Table 1: SWOT analysis
Analysis: The strength of the Savoy hotel is that it provides luxury services and staying experiences for visitors. Hospitality and tourism mainly consist of people who want leisure activities and travel to different countries to experience uniqueness and luxury. Therefore, providing luxury quality services and comfortable stays can help Savoy Hotel to attract tourists. However, the location of the business is also one of the biggest strengths as the hotel is situated in central London which is considered a tourist hub with the highest tourist rate in the country. Therefore, this can help the Savoy Hotel to create brand awareness and attract targeted visitors. The brand mostly has a positive reputation as it focused on innovation since the establishment of the hotel. It was the first hotel in Britain to have electric lights and elevators (Contravener, 2022). On top of that, the commitment toward consumer satisfaction enabled the company to enjoy positive feedback from the visitors. Therefore, this innovation has helped the company to hold a positive brand reputation in the country which also resulted in earning more profit from the business. 
However, there are several weaknesses of the Savoy Hotel that can affect the brand reputation as well as business operations. One of the biggest weaknesses of Savoy Hotel is that its operations and set-up cost are highly expensive. Therefore, they are more inclined to charge more for their services which a middle-class person might not be able to pay for which can impact the business. Due to the presence of competitors in the market providing high-quality services at affordable rates might gain competitive advantages. The presence of Inexperienced staff and providing slow services will also create consumer dissatisfaction (Freeman et al., 2022). Another greatest weakness of the Savoy Hotel is the nature of its business as a seasonal business. Therefore, during the time of the season, the business will likely gain high revenue and vice versa in other seasons. However, there are several opportunities that the business can get such as the ability to expand the business internationally which can help it gain more consumers. 
Due to the advancement of technology in the modern days, the business has a high scope of technology enhancement. Therefore, Savoy Hotel will get the opportunity of using advanced technology in its business operations as well as enhance the skills of staff members. Despite opportunities, the Savoy hotels can get several threats and one of the most prominent threats is the Covid-19 pandemic which disrupted the tourism and hospitality industry in recent years. Due to the step-up of several luxury hostels across the country, the business will more likely to get competition. Cadogan garden, Corinthian, and Park Lane are considered the topmost luxury hotels in the UK (Luxury London, 2022). Therefore, “Solving your needs” will help to mitigate these issues for the business to grow. 
Pestel Analysis
	Elements
	Influence

	Political
	The political index of the UK has declined recently, and the latest value of the index is at 0.48 which decreased from last year (The Global Economy, 2022). The low political index indicates an unfavorable situation for the business to grow. 

	Economic
	The inflation rate of the UK has increased recently and currently, the UK is experiencing an inflation rate of 9.1%. This can impact the business as the cost of operation will more likely get high (Race, 2022). 

	Social
	Median household income in the UK has increased by 2% in 2021 (ONS, 2022). This can result in increasing the purchasing power of the consumers and more people will likely spend money on products and services. 

	Technology
	There has been an increase in the rate of internet users in the UK. Currently, there are more approximately 92% of the population uses the internet (Statista, 2021). This is a favorable situation for the Savoy hotel to create a strong presence in digital marketing. 

	Environmental
	There are several environmental protection acts introduced by the government of the UK such as the environmental protection act 1990. According to this act, businesses are entitled to focus on reducing the impact on the environment (Legislation.gov.uk, 2022). This can help Savoy hotels to focus on their business operations. 

	Legal
	The data protection act 2018 ensures to protect the employee’s rights as well as save the business from internal and external corruption (GOV.UK, 2022). This can help Savoy Hotels to gain the trust of the employees which can help in improving the business operation.  


Table 2:  PESTEL analysis
Analysis: 
There political factors in the UK can impact Savoy Hotel negatively as it will be reluctant to invest in new capital as well as hesitate to enter into new markets which can impact the growth of the business. The current economic condition of the UK is also a negative factor for the business as it will increase the rate of production as well as erodes the purchasing power of the consumers. Therefore, the business will be more likely to witness the slow growth of the business. However, the rise in the household income in the UK indicates that the rise in the income level of the consumers and the population of the country will likely invest money in the purchase of products and services (Jannah and Sup admi, 2021). Therefore, this can help the business to sell more of its services to the population. The technology factor also works in the favor of the Savoy Hotel. The increase in the internet penetration rate of the UK can also help the business to enter reach new consumers globally as well as provide information to the potential consumers through the official website. One of the most effective factors is the implication of the data protection act 2018 in the operations of Savoy hotels. Consumers will be more likely to get attracted to a business that focuses on the data privacy of its visitors as well as employees.  
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The Savoy Hotel London in London is undoubtedly one of the best-rated hotels in London (The Savoy London, 2022). However, the analysis of the hotel helps in identifying that there are several aspects of the hotel, which is need of being improved. All these aspects have been identified from review sites such as Google Reviews. However, a business does not just consist of negative aspects. It has different types of positive aspects as well. Despite of the negative aspects, The Savoy Hotel London is one of the best-rated hotels in London because of the positive aspects of the hotels and the excellent services that it provides to its guests. Hence, it can be identified that The Savoy Hotel London is a mixture of positive aspects as well as negative aspects.
The Google Reviews is undoubtedly one of the best sources from which the positive aspects as well as the negative aspects of a business can be identified (Kim and Kim, 2022). This is especially in the case of the hotels, as hotels are a part of the hospitality industry. The reviews from customers on this site are the best way in which information can be derived about the efficacy of its services (Bakhtiari et al., 2020). Conducting a detailed analysis of the review provided by customers, help in finding out that the positive aspects of the hotel are the 24-hour room service facility provided to customers. Usually at hotels, a 24-hour room service facility is available. However, usually at the night, staffs are not available to help guests. However, at The Savoy Hotel London, there is a dedicated team to work in the night shift. The team is just one call away and no customers have complained about not being served at the night. Besides this, no lines at check-in and free cocktail hours are yet two of the key attractions and satisfactory services for the guests of The Savoy Hotel London. 
Guests do not have to wait in a queue for check-in. There are self-check-in counters at the reception of the hotel and after the check-in is done, staffs from the hotel guides the guests to their rooms. There are specific hours set at the bar of the hotel during which guests can be having free cocktail. In addition to these positive aspects, high-tech rooms also act as one of the positive aspects for this hotel. The rooms of The Savoy Hotel London pay a tribute to the past design aesthetics of the art deco style or the Edwardian style (The Savoy London, 2022). However, despite such traditional style of decor, all modern amenities and technologies are supported in each of the rooms of this hotel. For example, there are Phenalgin’s amenities in the rooms with coffee makers, individually controlled air conditioners, two-line telephones, UK and USA modems as well as high speed wired and wireless broadband (The Savoy London, 2022). 
Besides this, the loyalty scheme of The Savoy Hotel London is another positive aspect of the hotel, which is named as the SAVOY Club Rewards Program (Savoy Group, 2022). This loyalty scheme is used by the hotel for the improvement of interaction with guests, anticipating their needs better in addition to the creation of profitable point of sales strategies. This loyalty scheme allows repeat guests in availing considerable levels of discounts at each time they make a stay at the hotel in addition to a range of complementary services. From the visit made to The Savoy Hotel London, it could be identified that there are various exclusive offers provided by this hotel inclusive of different types of packages. All these offers and packages have a wide range of unique experiences for guests starting from cultural to culinary delights as well as family breaks and extended stays (The Savoy London, 2022). There are even exclusive 5-star offers that cannot be missed from The Savoy Hotel London. 
The staffs at the hotel provide great customer service, which is also one of the positive aspects. None of the customer requests or demands are unattended by the staff members of the hotel. Be it 12 o’clock in the noon or 12 o’clock at midnight, all customer requests and requirements are attended by the staff working at the hotel including housekeeping, food and beverage staff and other department staff. However, despite these positive aspects, there are five main negative aspects of The Savoy Hotel London. The following table lists the negative aspects or issues identified in this hotel and its performance while describing them –
	Issues
	Description
	Mitigation
	Time

	1. Huge amount of losses incurred in 2019 and 2020 with increase in losses in 2020
	In 2019, The Savoy Hotel London incurred a net loss of 20760000 GBP, which increased to 40707000 GBP in the year 2020
	These huge losses of can be mitigated through increasing revenues, sales initiatives, effective marketing strategies and reduction of costs
	3 years

	2. Increase in the liabilities of the hotel in 2020 from 2019
	The liabilities of The Savoy Hotel London were already quite high since the past few years, which turned out being 392401000 GBP in 2019 and increased to 416458000 GBP in 2020
	Timely payment of liabilities and issue of shares to raise funds and pay liabilities
	2 years

	3. Slow service provided by staff
	A few customers of the hotel have complained that there is an extremely satisfactory service provided by the staff. However, despite satisfactory service, the services provided to customers are slow. A faster service is expected from the staff members.
	Arrangement of an effective training and development sessions for staff and obtaining feedback from every customer during their check out regarding services provided to them
	6 months

	4. Poor communication from the customer service desk
	The customer service desk sometimes shows evidence of misleading guests. For example, when customers called The Savoy Hotel London for booking a table, there is evidence that customers have been informed that they have to visit the hotel to check if there is availability of tables.
	Improving customer service strategy, encouraging customer service employees, training them and setting expectations
	6 months

	5. Old woodwork and décor were painted over several times, and refurbishment needed
	The hotel has been known for the dramatic decor attracting the customers but to meet the changing needs of the customers they need to bring out some variation in the design of the buildings. 
	The decor and refurbishment are considered to have an impact on the perception of the customers regarding the services and culture of the hotel.  Thus, the issues regarding refurbishment could be mitigated by contributing to full and advanced construction.
	


Table 3: Issues of The Savoy Hotel London
The above table helps in identifying that huge number of losses incurred in 2019 and 2020 is a major issue of the hotel. The increase in the liabilities of the hotel in 2020 from 2019, slow service provided by staff and poor communication from the customer service desk are few other issues. Apart from this, old woodwork and décor painted over several times is another issue of the hotel. However, none of these problems is environmental and none of them could wait. Changes to these issues are to be made now itself. The analysis of these issues individually helps in identifying that the issue of huge amount of losses incurred in 2019 and 2020 has been rooted up in the hotel since long. Losses have been earned at The Savoy Hotel London in 2018 as well, which is mainly because of its huge costs. As the Covid-19 pandemic broke out in the UK, travel restrictions started in London leading to lockdown in the city as well. This led to a flare up of the losses of the hotel in 2020. However, this issue can be resolved in the hotel by making efforts of increasing revenues by adopting effective marketing strategies, good sales initiatives and reviewing its pricing policy. Reduction of costs spent on operations can also be a good technique for resolving this issue.
The occurrence of the issue of increase in the liabilities of the hotel in 2020 from 2019 has also occurred because of the same reason. There was a presence of high liabilities in The Savoy Hotel London since 2018, which increased largely in 2019 and 2020. The increase in liabilities in 2020 has been mainly because of increased losses of hotel and its inability of clearing liabilities timely. However, this issue can be resolved and mitigated through issuing new shares for raising funds in the hotel. The funds raised from the issue of new shares are going to dilute the ownership of the business. However, the funds can be used for paying the liabilities of the hotel and ensure timely clearance of debts, which is also going to reduce its finance costs.
The slow service provided by staff has occurred in The Savoy Hotel London due to the lack of sufficient staff members in the hotel. As per the guest number at the hotel and the demand for its services, higher staff members need to be hired. Moreover, a training programme also needs to be introduced for them to ensure prompt services. However, the poor communication from the customer service desk has occurred because of no proper training provided to the staff at the customer service desk and lack of good customer service strategy. To resolve these two issues, The Savoy Hotel London requires introducing a good customer service strategy in addition to hiring more staff members and good management techniques such as the democratic management syle. An effective training and development programme also needs to be introduced for all the staff members of the hotel and not only the customer service desk staff. To ensure that faster services are provided by staff, feedback forms will be provided to each guest during check out and knowing their opinions about prompt or delay in service. Conversely, to ensure good communication from the customer service desk, expectations also have to be set for the staff at the customer service desk.
Considering the refurbishment and decor of the hotel, the organisation is believed to have received both negative as well as positive reviews from the customers. It was recognised to have old woodwork and decor that is likely to hardly attract customers. Acknowledging the reviews from the customers, the hotel management did facilitate the initiative to refurbish the look of the hotel's £100 million investment (CCP Luxury, 2021).  However, there are a few areas such as the front areas of the hotel that require significant changes supporting the complete refurbishment of the hotel. Although there are significant changes concerning the visual of the hotel, they need to consider the cleanliness within the premises. The factors associated with hygiene have become considerably important after the outburst of the pandemic. At present, the refurbishment practices must also focus on the initiatives to provide the customers as well as the hotel staff with assurance regarding their safety. Refurbishment must not be limited to the physical appearance of the hotel but also should reflect in the activities of the different functional departments of the hotel serving the customers. Considering the changes taking place within the hotel premise it must be completed and stagnant with proper planning reflecting the functions of the hotel.
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	Departments of the Hotel
	Current situation
	Future Condition

	Front Office Department
	The front of the house or the front office department is not so attentive to the customers who are just getting in, therefore, during rush time or in season, a long queue often forms in front of the desk. Along with this, there need to be more employees as well at the front desk for optimum servicing. There have been issues as well with billing during checkout, and resolving issues are taking time (Fairmont, 2020). 
	For enhanced servicing, the employees in the front office department can invest some time in knowing their customers for enhanced service, offering regular training is also recommended to The Savoy Hotels. The employees need to look presentable and clean with a positive attitude.  

	Food and Beverage Service Department
	Some of the customers have complained about the quality of the food, which includes cold dishes, and a slate taste in the water. Along with this, orders are taking time to reach, and the customers are not satisfied with the quality of food. The cleanliness in the food and beverage sector is not very much impressive.   
	The staff can be also trained for excellent customer servicing, and training wait timings are also consulted. Using technology is consulted for better restaurant service. It is also consulted for Savoy Hotels to keep a regular check on the different food and beverages products that are coming. The employees can be trained to upskill their speed to solve the "reaching late orders" problem. 

	Housekeeping Department
	Many customers have complained about the bad servicing, which includes not taking reservations properly and leaving customers on hold after any kind of booking. The cleaning staff are also very much not friendly with the customers, and one amongst them has complained that the lady had rolled her eyes at them (TripAdvisor LLC, 2022).
	For solving the problem of not taking reservations properly, the staff of the Savoy Hotels can be trained well with proper practice and improve speed, discipline and dexterity. The standard operating procedures can be propagated well to the cleaning staff and they can be trained with more people skills for better behaviour. 

	Kitchen or Food Production Department
	There have been guests and there are some still now, who are not very much impressed with the food offered to the customers. The healthiness of the food is also questionable as there have been complaints about the oil used, and the problem with orders reaching late is still a problem. 
	The Savoy Hotel is recommended to focus more on freshness and must first eliminate artificial ingredients. To impress the customer, the food and beverage services can include more seasonal and local food, with good and branded and upscaled ingredients.


Table 4: Findings & Results
Analysis
The problems and issues that the customers are facing from the front office department are the staffs are not very much attentive to them. As a result, while there is rush time or any festival or any seasonal events, the queue of customers as well as reserved guests is getting long. This is irritating some of the guests, and there is lower staffing as well. There has been an issue with billing as well while customers are checking out. Therefore, Solving Your Needs is consulting the Savoy Hotel to tell their staff to know the customers, if not everyone, at least the reserved or special guests. This will result in better servicing and training the employees in image management is also important (Ivanov and Webster, 2019). 
[bookmark: _Hlk107052177]Some customers have complained about the quality of food and water. The staff involved with food and beverage service is consulted by Solving Your Needs to train more about customer servicing, which will include clear plates, serving food and clearing the table in time, politeness, and so on (The Restaurant Times, 2022). Proper use of technology is also important to implement for improving efficiency and servicing. A regular check will avoid any type of complaints about the quality of the food or the beverages. When the ingredients for making food, or the water, can be checked well by the staff to ensure proper management. In addition to this, the staff can be trained to be faster.
There have been complaints about the housekeeping department as well, where the customers are complaining about the bad servicing like not taking reservations properly and leaving the customers on hold resulting in them waiting for more. It is consulted to the Savoy Hotel to train all their employees so that they can be fast, and there needs to be more politeness among the housekeeping members. Training them with personal skills like politeness, speaking skills, communication skills, and respectfulness is important (Greene, 2021). With step-by-step instructions to complete each housekeeping activity can be effective for the staff of the Savoy Hotels, and this in return will increase their consistency, accuracy, and quality as well.
There have been complaints from the kitchen and food production as well. The customers are claiming that they are not very much impressed with the taste of the food, and then it does not seem to be very healthy. To mitigate this gap, the ingredients used in the kitchen are consulted to be checked at first. The managers must hire a professional who can do this checking, analysing and then allowing the goods to enter the kitchen. To improve the taste, it is consulted the Solving Your Needs focuses more on the freshness of the products, and for impressing the customers, more seasonal and local food can be served using branded and good ingredients and spices. 
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	Number
	Problem
	Solution
	Desired Outcome
	Time scale
	Completion date
	Planned budget

	1
	Huge amount of loss in 2019 and 2020
	It is consulted to the Savoy Hotels to spend low on marketing and promoting to save money, and they can promote freely on the social media. The underutilised spaces in the Savoy Hotels are also consulted to be used to enhance the revenue. 
	The hotel will start regaining the revenue, and in no time, they can also start making profits. 
	5 months
	25/11/2022
	£7,000

	2
	Increase in liabilities
	At first, Hotel Savoy will analyse their expenses in detail, and then optimum resource utilisation will be done, the self-checking kiosk will be installed for less human involvement
	The expenses will stay under control, profit will be increased as well.
	4 months
	10/10/2022
	£6,000

	3
	Slow service by staff
	Solving Your Needs is consulting the Savoy Hotels to train their staff which will include knowing and understanding the customer's needs to get a better idea of the expectancy. Along with this, it is also consulted to set the clear service standard
	The customers will be delighted, which in return will increase the popularity and revenue generation of the hotel, and their reputation will get enhanced as well. 
	4 months
	20/10/2022
	£3,000

	4
	Poor communication from the customer service desk
	The staff needs to be trained with communication skills at first, and other skills lie in patience and empathy can be practised. Clear and concise communication is important along with active listening, and the staff needs to be more proactive.
	There will be more convenience for the customers and the servicing will get better.
	3 months
	15/09/2022
	£5,000

	5
	Old woodwork and décor painted over several times
	Hotel Savoy will renovate their property to give it a fresh and new look and they will refurbish and restore its furniture and other equipment
	The guest experience will be enhanced with maximum satisfaction and performance (Romano, and Mancini, 2021)
	5 months
	30/11/2022
	£20,000


Table 5: Action Plan
(Source: Created by the Learner)
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From the above analysis, it has been analysed that the Savoy Hotel must implement certain modifications concerning their activities to enhance their overall performance. Issues in the development of the employees are one of the greatest loops falls for the organisation to lead their overall business and services being offered to the customers. It is found to affect the services being provided to the customer influencing the market presence of the hotel. It often leads to slackness of the employee which further pulls back the performance of the employees. The Savoy Hotel must investigate the issues being faced by the employees so that they could avoid any laxity concerning the services being offered to the customers. It has been significant for the hotel to focus on the improvement of such practices. 
 The skills of the employees could be improved by proper planning and training.  The changes in the productivity of the employees are likely to influence the overall services of the hotel; thus, the hotel management must focus on enhancing the performance of the hotel staff working in different departments driving the overall performance of the hotel. Most significantly, the issues being had been identified concerning the marketing activities of the hotel that too affect the business of the hotel as they are likely to face issues in interacting with the customers. Thus, they need to identify the respective issues and seek for alternatives to mitigate the issues regarding their marketing practices. This could help them to cope with the loss faced by them in 2019 and 2020. Further, it is also important for them to focus on their decor and refurbishment activities as they play a significant role in influencing the behaviour of the customers against the services being offered to the customers in the UK. 
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From the above discussion, it has been found that along with the positive aspect of the hotels, several weaknesses are leading to threats to the brand. The hotel is found to provide luxury services to the customers but alongside, they are also expensive to afford, and services are being practised by inexperienced staff. There are considerably high opportunities for the hotel to expand overseas with huge scope for technologies but due to Covid-19, the expansion strategies are likely to get challenged.  It has further concluded that at present, the Savoy hotel has been found to face significant issues concerning their services being provided to the customers and their overall business. Certain issues such as an increase in the liabilities, poor services by the staff, lack of proper communication and disenchanting decor and refurbishment have been highlighted in the report. Considering the impact of these respective issues on the business, the hotel has been found to face a huge loss in 2019 and 2020. Thus, several mitigation strategies have also been identified in the paper that must be implemented in the hotel practice to modify the issues. 
Further, the report has also highlighted some other issues faced by the hotel concerning their business functions including a gap in the development in the skills of the employee, poor marketing and branding and sluggishness of the hotel staff. To eliminate the issues, they are likely to induce changes within the hotel practices and functions of the different departments to evenly improve the services.  Some areas of Savoy hotel have been identified such as the front office department, food and beverage department, housekeeping department and food production department. The development in the practices of the respective department is significant because they are responsible for the quality services being offered to the customers adding value to the hotel.
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