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The report has presented the hospitality business of Intercontinental Berlin, which has secured a massive position across the market of Germany Berlin. However, in recent times, business organisations have encountered huge negative responses from target customers, which has affected their business operations on a large scale. It has been observed that the business organisation offers different services, including rooms, suites, dining, spa and more. One of the reviews posted by a customer on TripAdvisor reflects that the customer has been forced to pay extra expenses despite the bill being only 420 euros. However, while making the payment, the customer encountered that from the credit card, twice transactions had been made without obtaining consent from the customer. This implies that the organisation's overall management could be better, which affects the customers' satisfaction and intention to buy further services. Another customer reflected that the staff associated with the organisation were quite excellent and friendly; however, the facilities offered were awful. It has been observed that the beds and pillows offered were quite dirty in nature and made it quite hard to sleep comfortably. Therefore, from this, it can be ensured that the facilities and services offered by the organisation are pretty poor which affects the intention of the customers to stay engaged. In addition, another customer declared that the room they booked was completely dirty since an unpleasant smell was in the bathroom. Moreover, the housekeeper, rather than making everything clean, asked the customer to adjust when the customer asked for an instant clear. The customer also complained that the TV in the room was not working, so the customer demanded an instant change. However, this time, rather than offering an appropriate solution, housekeeping told the customers it was normal due to the hot weather. However, this was completely false since the customer booked the hotel in February, which is quite a cold season. Moreover, when the customer asks for drinks, the waiter refuses to offer it swiftly, which also affects the intention of the customers to remain engaged. Therefore, based on these it can be said that the employees associated with the organisation need to have appropriate behaviour or management abilities to offer great facilities to the customers. This can affect the future growth aspects available for the organisation and create different complications for the organisation.
Hence, the overall services that the organisation offers are completely different from those of other branches, which affects its reputation on a large scale. Therefore, to determine the internal and external environment of Germany for Intercontinental Berlin Hotel, PESTLE and SWOT analysis have been performed to determine the future scope available for the brand. Additionally, the TOWS analysis has been equally performed based on the obtained results from the SWOT analysis. That has helped determine how the identified issues can be managed to help maximise business value. 
In response to the identified problems, this report provides targeted recommendations for improving operational efficiency and guest satisfaction at Intercontinental Berlin:
· The first steps are essential: hiring experienced staff members for customer-facing roles and implementing a structured training program. Training should cover customer service skills, handling guest concerns professionally, and maintaining consistent service standards across all roles. 
· Integrating self-service check-in kiosks and AI-driven customer service options can reduce the load on front-desk staff and expedite guest interactions. These tools will provide guests with efficient self-check-in and service options, allowing hotel staff to dedicate more time to addressing complex guest needs.
· Establishing clear and stringent cleanliness guidelines for housekeeping staff is essential to address guests' hygiene concerns. Regular inspections and mandatory checklists will ensure consistent standards, including quick response protocols to address guest-reported issues promptly. This will help elevate the overall guest experience and reduce complaints about room conditions.
To guide the execution of these recommendations, an action plan is proposed with specific timelines, responsible teams, and estimated budgets. Priority is given to immediate actions that can create a visible impact, such as hiring inexperienced staff and launching training initiatives. Conclusion
In summary, Intercontinental Berlin's challenges stem from inadequate service quality, lack of operational accountability, and outdated service practices. Addressing these issues through the recommended actions will help the hotel rebuild guest trust, elevate its service standards, and strengthen its competitive position in Berlin’s hospitality sector. Intercontinental Berlin can transform guest experiences and maintain its reputation as a leading brand in luxury hospitality by improving staff training, incorporating technology, and enforcing cleanliness protocols.
These changes will create a consistent and high-quality experience for guests, aligning the hotel’s offerings with the elevated expectations of modern travellers and ensuring sustainable business growth.
Introduction

Organisational consultancy enhances business operations, management, and productivity across diverse industries (Noordzife, 2014). By analysing a company’s strengths and identifying areas for improvement, consultancy services provide actionable insights to support business growth and operational success (Buttrick, 2009). This report focuses on the Intercontinental Berlin Hotel, a high-profile branch of the Intercontinental Hotels Group located at Budapester Strasse 2, 10787, Berlin, Germany (Intercontinental, 2024). Although Intercontinental is a globally renowned brand with over 6,000 hotels and nearly 885,000 rooms in more than 100 countries (Ihgplc, 2024), the Berlin location faces several operational and service challenges impacting its reputation and customer satisfaction.
The Intercontinental Berlin offers a variety of amenities, including rooms, suites, dining options, spa facilities, a jogging station, a fitness centre, a business centre, and 24-hour room service. Its restaurant offers complimentary breakfast and housekeeping services to ensure customer comfort and maintain ambitious standards of hygiene (Intercontinental, 2024). Moreover, the lobby is designed with a garden and dining pool area, enhancing the guest experience, and establishing the hotel as a luxury destination for travellers. Initially constructed in 1958 by architects William Pereira and Charles Luckman, Intercontinental Berlin was reopened in 1978 with its iconic chessboard facade and central location between Berlin’s Kurfürstendamm and Potsdamer Platz districts. The hotel is well-regarded for its proximity to Berlin’s cultural, economic, and political centres, making it a popular choice for international and local visitors.
Despite these strengths, customer feedback indicates significant service-related issues at Intercontinental Berlin, particularly concerning customer service management and facility upkeep. Multiple guests have reported issues with front-desk services, cleanliness, and housekeeping standards. One prominent example includes a guest charged twice on their credit card, despite a bill of only 420 euros. Upon requesting a refund, the front desk staff failed to resolve the issue, leaving the customer dissatisfied and reluctant to return to the hotel. This incident, which highlights issues with billing accuracy and staff responsiveness, reflects poorly on the hotel’s management practices and has contributed to negative online reviews (Tripadvisor, 2024).
Additional reviews point to issues with facility cleanliness and guest accommodations. Several guests reported that while the staff were generally friendly, the hotel’s amenities were subpar. Specifically, guests have described unclean bedding, hard pillows, and unpleasant bathroom odours, all detracting from their stay. In one instance, a guest requested that the housekeeper address a hygiene issue in the room, but rather than resolve the problem, the housekeeper asked the guest to “adjust.” Another guest experienced a television malfunction during a stay in February yet was told by staff that the issue was due to “hot weather,” an explanation that further demonstrated a lack of knowledge and training among employees.
Guests have also complained about service delays and unresponsiveness from hotel staff, including instances where waitstaff delayed serving drinks or other requested items. These recurring issues indicate not only a lack of staff training and oversight but also a potential misalignment between the hotel’s service standards and customer expectations. Together, these concerns illustrate a breakdown in customer service management, with significant negative impacts on guest satisfaction and loyalty.
This report utilizes both PESTLE (Political, Economic, Social, Technological, Legal, and Environmental) and SWOT (Strengths, Weaknesses, Opportunities, Threats) analyses to assess the internal and external factors affecting Intercontinental Berlin. Based on these analyses, the report will also apply TOWS analysis to create actionable strategies to address identified challenges. Through these methods, we aim to present recommendations that will enhance operational efficiency, improve customer service, and restore the hotel’s reputation. The findings and recommendations in this report will help Intercontinental Berlin align its service delivery with guest expectations and secure long-term growth in Berlin’s competitive hospitality market.


[bookmark: _heading=h.1fob9te]Analysis
Customers have reported several issues across the Intercontinental Berlin Hotel in Berlin, Germany. As mentioned above, some customers who have visited the hotel have also reported similar issues. Therefore, issues identified in the above section will be explored in this particular section. 
One key issue in the section is the need for more management facilities. A customer who recently visited the Intercontinental Berlin Hotel branch in Budapest, Germany, experienced that while making a payment, the customer had to pay twice because of a lack of seriousness among the operating members. This has affected the intention of the customers to remain engaged at the hotel since the customer has to encounter unnecessary transactions made by the hotel authority without her consent (Tripadvisor, 2024). In addition, another customer explained that the facilities like beds, blankets, and other things the hotel authority offers are entirely damaged and quite hard to access. Therefore, it can make an individual feel uneasy while sleeping or spending leisure time with family or alone. Moreover, when the customer asks for an immediate change, rather than helping the customer, the hotel authority asks the customer to adjust, which also affects the intention of the customer to remain engaged with the hotel and to make further purchases. In addition, another customer declared that the room he booked was completely dirty. 
At the same time, the bathroom had an unpleasant smell, which can make any individual feel uncomfortable. It has been observed that when the customer asks for an immediate solution rather than offering support, the hotel authority and the housekeeper ask to adjust. The customer also experienced an issue with the TV. When asking for a solution, the housekeeper similarly asked to adjust because of poor weather conditions. However, the customer reported that when he booked the hotel, it was February; therefore, it was a cold season, and he could not accept the statement made by the housekeeper. The customer also said that when he books a drink, the waiter denies it rather than offering immediate service and asking to wait. This has also been responsible for affecting the intention of the customer to stay engaged with the hotel or to make any purchase. As a result, it can be ensured that this particular branch of the company is quite awful as it consists of huge issues that can affect the brand reputation and customer base on a similar note. 
The number of employees hired by the organisation for this branch is extremely low, which needs to be considered to deal with this issue efficiently. Another possible cause for this issue is the lack of training that has supported the operating members in commencing rude attitudes and behaviour towards the customers. For this particular case, no such feedback can be obtained from the customer because of the dissatisfaction. Therefore, the customer was unsatisfied, which might have affected the overall reputation of the business organisation. At the same time, it has hampered the profitability secured by the organisation.
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Political: Germany’s corruption perception index has slightly decreased, with a score of 78 in   2023 (Transparency, 2023). This reflects concerns about political interference and inefficiencies, which could impact decision-making processes and slow regulatory approvals. For Intercontinental Berlin, this environment may hinder its ability to implement changes swiftly, potentially affecting efforts to address operational and service issues.
Economic: Germany’s inflation rate reached 5.9% in 2023, its highest level since 1992 (Statista, 2023). Although this presents cost challenges for the hotel, it also offers potential opportunities. The government’s financial support could allow the hotel to source materials and service rates, which may help manage operational costs. However, the economic pressure also necessitates an efficient operational strategy to balance profitability with cost management.
Social: Germany’s population continues to grow, with a reported 84.67 million residents in 2023 (Statista, 2024). This rising population offers a more extensive potential customer base locally and through increased tourism. However, with growing awareness and expectations among customers regarding service standards, Intercontinental Berlin needs to align its offerings to meet higher expectations to capture a more significant share of the market.
Technological: Germany’s high internet penetration rate of 98% in 2023 (Statista, 2023) opens opportunities for Intercontinental Berlin to improve guest interactions and streamline processes. The hotel could leverage digital solutions, such as automated check-ins and AI-driven customer support, to enhance guest experience, address service delays, and improve operational efficiency.
Legal: The German Termination Protection Act requires fair treatment and security for employees (Boundlesshq, 2024). While this is beneficial in supporting staff development, it also pressures the hotel to ensure exacting standards in training and management to avoid legal implications. Given the hotel’s employee professionalism and responsiveness issues, addressing these shortcomings is essential to avoid legal complications.
Environmental: The Federal Climate Protection Act encourages businesses to adopt sustainable practices (BMUV, 2024). This legislation promotes integrating eco-friendly practices, which can help the hotel enhance its brand image among eco-conscious guests. However, the hotel’s current cleanliness issues indicate a need for more excellent environmental and operational management, which would not only align with sustainability standards but also improve guest satisfaction.

SWOT
	Strengths 
	Weaknesses

	· Strong brand reputation and global recognition.
· Prime location in Berlin, close to key tourist and business districts.
· Diverse range of amenities, including spa, dining, and fitness centers.
· Established customer loyalty and strong revenue streams from returning guests.
	·  Negative customer feedback due to poor service standards.
·  Inconsistent quality of facilities and cleanliness.
·  Staff shortages and inadequate training.
·  Dependency on corporate protocols that limit local adaptability.

	Opportunities 
	Threats

	· Growing tourism sector in Berlin.
· Potential for technological enhancements to streamline operations.
· Expansion into wellness and health services to attract health-conscious travellers.
· Sustainability initiatives to appeal to eco-friendly customers.
	· High competition within Berlin’s luxury hotel market.
· Economic uncertainties that may reduce consumer spending.
· Impact of negative online reviews on the hotel’s reputation.
· Labor shortages and difficulty in retaining skilled employees.


Table 1: SWOT analysis
TOWS
	Opportunities 
	Strength/ Opportunities SO
	Weaknesses/opportunities WO

		
	
	
	- Growing demand for tourism

- Technological innovation

- Health and wellness trends

	
	
	
	

	
	
	
	-Sustainability initiatives 

	
	
	
	



		- Leverage brand reputation to attract new customers and build on market expansion efforts.

	- Implement AI and self-service kiosks to streamline guest interactions and reduce staff burden.

	- Develop tailored wellness packages leveraging existing spa facilities.

	- Emphasize brand commitment to sustainable practices in marketing efforts.




		- Use technology to improve service consistency, address delays and improve staff responsiveness.

	- Expand digital feedback channels to identify and address real-time complaints, reducing negative experiences.

	- Improve facility maintenance and cleanliness to attract health-conscious guests.

	- Implement eco-friendly operational practices to improve cleanliness standards and appeal to green travelers.




	Threats
	Strength/ Threats ST
	Weaknesses/Threats WT

	- Market competition
	- Emphasize brand reputation and unique amenities to differentiate from competitors.
	- Address customer service issues by improving staff training to retain customers.

	- Economic uncertainty
	- Use brand resilience and loyalty programs to encourage repeat business.
	- Minimize costs by reducing operational inefficiencies to manage financial instability.

	- Negative customer reviews
	- Address online complaints swiftly and offer loyalty incentives to improve brand perception.
	- Focus on improving online reputation through enhanced customer service and targeted marketing efforts.

	- Labor shortages
	- Retain skilled employees through better compensation and career development opportunities.
	- Enhance employee training programs to improve service quality despite staff limitations.


Table 2: TOWS analysis
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Considering the above observation, it has been found that Intercontinental Berlin Hotel has encountered different issues affecting its business operation on a large scale. It has been observed that the employees operating at the organisation have yet to be offered the appropriate training, which forces them to offer an appropriate service that can affect the intention of an individual customer. A similar experience has been encountered by a customer whose review has been explored in the above section. It has been observed that the executive operating at the front desk needs to gain training in dealing with customers. Moreover, the customer encountered twice the reduction of stay payment from the credit card, and, when asked about to help from the front desk, they rather than help deny the statement. This resembles the entire front desk management not having gathered appropriate training, affecting service delivery. Therefore, it can affect the satisfaction of the visitors. At the same time, it has been observed that the hotel does not maintain proper cleanliness or housing, which often causes customer dissatisfaction and discomfort. Along with that, it has been found that the employees were also not active enough as the waiter refused to offer immediate service, which also affected the intention of the customer on a large scale. 
In order to manage all the issues efficiently, different changes need to be conducted, which can be identified using key performance indicators (KPIs). One of the appropriate KPIs that can be implemented in this case is RevPAR. Sainaghi et al. (2021), said that One RevPAR is assumed to be calculated by multiplying the hotel's average room rate with its total occupancy rate. Therefore, using this particular KPI the business organisation can easily calculate the room rate and set prices to satisfy customer expectations. Another effective KPI that can be in this case is online review. As per Martin et al. (2020), online reviews are posted on official websites and social media to attract customers. Therefore, it can help promote the services offered by the company through which a large number of customers can be attracted to enhance business outcomes. Another appropriate KPI that Intercontinental Berlin Hotel can consider is guest satisfaction. As per Moreno-Perdigon et al. (2021), guest satisfaction is quite similar to the customer satisfaction measured by a business organisation. Best on this particular key performance indicator of the business organisation like Intercontinental Berlin can determine the satisfaction criteria of the customers and take such initiatives which will help attract customers and ensure great outcomes. As per González‐Rodríguez and Díaz‐Fernández (2020), repeat guest rates can help in identifying the rate of services purchased by customers and how much they are satisfied with its services. Therefore, using this metric, organisations can quickly determine the future scope and growth available for the brand and take different approaches to enhance its future growth conditions. 
List of Recommendations for Intercontinental Berlin Hotel 
· Recruiting experienced staff members: From the above observation, the hotel business has poor staff members operating for the brand. Therefore, it can affect the customer relationship and create different complications in business management. In this particular aspect, to deal with such an issue, the business organisation may focus on recruiting new, experienced staff members who will work efficiently to enhance customer satisfaction (Crosson et al., 2020). Hiring experienced staff members can help deal with different customers to ensure their satisfaction (Hoens and Smetcoren, 2023). As a result, the business organisation will deal with this issue efficiently and provide great outcomes, maximising its value in the competitive world. For this particular case, a star model can be implemented. A model mainly has five important elements: strategy, structure, process, reward, and people (George, 2021). Using this strategy, Intercontinental Berlin will implement different customer strategies where customers' complaints will be strictly monitored and offered appropriate solutions to ensure their satisfaction (Nishat, 2021). In the case of structure, the business organisation can follow a linear organisational structure, which will eventually help divide job roles and manage business operations efficiently (Lee, 2022). The business organisation, concerning process, needs to follow such a process that will be easily adopted by the employees so that they can work efficiently to meet business goals (Butt, 2020). In the case of rewards, the business organisation should introduce such a reward policy that will motivate working members to work efficiently to ensure business success (Noorazem et al., 2021). Lastly, regarding people the business organisation needs to focus on undertaking more customer benefits that will ensure their satisfaction (Gilch and Sieweke, 2021).
· Offering training to the front desk members: Another aspect which needs to be prioritised by Intercontinental Berlin Hotel is to offer training to the front desk members. It has been found that the front desk members have extremely low experiences which affect the expectations of customers. Moreover, the efficiency of different desk employees was quite poor as one of the customers encountered twice a deduction from her credit card. Rather than offering an immediate solution the member declined to offer any service and asked to wait. Thus, it has affected the intention of customers as they have to pay twice the charge even by taking a single service. Therefore, to deal with this issue offering appropriate training to the staff members can originally help your organisation (Newman and Ford, 2021). Since it will help the operating members to enhance their knowledge and understanding to meet the expectations of customers appropriately (Yeşiltaş et al., 2022). As a result, it will help in stabilising customer relationships which will be beneficial for the organisation in enhancing its reputation (Reid et al., 2021).
· Introducing modern technologies: The business organisation can focus on introducing a self-service facility. All customers will be able to receive services of their choice that meet their expectations (Padma and Ahn, 2020). Moreover, the business organisation can focus on using artificial intelligence (Balinado et al., 2021). That will help detect and meet customers' expectations to ensure business success. In this case, Lewin's Model of Change can be implemented in three stages (Burnes, 2020). The first stage is where the organisation will focus on preparing the changes that will help attract customers, like adopting artificial intelligence or self-service systems (Memon, 2021). The next stage is change where the implementation of services will be done by the organisation so that customer satisfaction can be ensured (Roşca, 2020). The final stage is the refreeze, which will help solidify the change made by the organisation to enhance its reputation and value (Islam, 2023). 
Best practices for implementing change in Intercontinental Berlin Hotel 
Some of the change management practices and procedures that Intercontinental Berlin Hotel needs to consider are highlighted in the section below:
· It is possible to centre one of the practices while implementing the Six Sigma Model. This model has six stages: The first five letters of the word DAMIC, forming the famous business strategy acronym (Honkapohja and Marcus, 2024). At the Define stage, therefore, the general goal of Intercontinental Berlin should be clear to the employees so that they can enhance their understanding. In measurement, when one aspect has been put in Intercontinental Berlin, the total procedure of implementing an aspect should be evaluated. 
· Continuing to be open and honest with staff and clients: The business organisation while training the employees or at the time when the customers want to beке transparent. Concerning the second type of transparency, it will be helpful to maintain transparency with both the operating members and guests to be able to create a trustworthy relationship in which business goals may be achieved (Liu et al., 2022). However, it will also contribute to involving customers through which the hotel business may yield marvellous profitability (Solakis et al., 2022).
· Ensure effective communication with the employees: From the necessity of communication, it is clear that the business organisation has to strive in its mission to effectively communicate with the operating members (Darmawan, 2024). Altogether, free, and effective interaction with members will help in understanding the problems, which are now faced by employees. Thus, it is possible to provide them with the proper solutions to help them work more effectively for the given company. Furthermore, effective communication will also foster a relationship between the members through which any target for a specific work or task to be done can be achieved before the stipulated time (Buhalis and Cheng, 2020). 
Assessment and evaluation of the success rate's influence
To assess the effectiveness of the approaches considered by this hotel business organisation, in this particular section analysis there are different KPI which can consider which will help in assessing the success rate of these strategies. A key performance indicator is defined as the effects of organising a system of measures aimed at evaluating the efficiency of an organisation’s activity (Setiawan and Purba, 2020). Thus, one of the number-oriented KPIs to be discussed in connection with this theme is the average sales revenue per employee. This is among the useful measures that enable assessing the number of sales purchased by the various employees (Cristea and Cristea, 2021). It also captures the performance of every employee who serves in the company (Vladova and Shek, 2021). Hence if this specific measure of key performance indicator is then it will convey that the strategies used in the hotel business are credible. This metric mainly addresses the employees or operating members of a business organisation and how optimally they respond to customers’ queries (Płaza and Pawlik, 2021). Hence, regarding this specific strategy, a business organisation can easily assess the productivity of the employee’s contingent on the various techniques put in place to address the customers’ wants or demands (Marco 2020). 
Potential advantages that the hotel could appreciate following the implementation of suggested strategies:
The following section highlights some potential advantages that the hotel industry may encounter following the successful implementation of suggested strategies: 
· Expanded customer base: After having applied the mentioned strategies, Intercontinental Berlin Hotel will possess more experienced workers who are trained well due to the implemented strategies. Hence more efficient working of new operating members' front deck shall help in meeting the desires or needs of guests (Mishyna et al., 2020). 
· Improved Stakeholder Relationship Development and Flexible Communication Strategies: Managing stakeholders involves identifying the needs of different stakeholders, communication process, managing total expectations and lastly accommodating any change (Ali and Haapasalo, 2023). With all of those strategies in mind, it is possible for the Intercontinental Berlin Hotel along with the hired project managers to enhance the positive environmental relationships regarding the general success of the project together with the specific measured activities (Zwikael et al., 2023). 
· Increased income: After implementing all the above-mentioned strategies, the hotel business will begin to move to the next level of profitability because more customers will start visiting the premises. Furthermore, many inexperienced individuals who are fit for the job will be recruited to ensure that they maintain the business goals (Ledley et al., 2020). 
The price of the highlighted suggestions and the resources needed to borrow the funds.
[bookmark: _heading=h.tyjcwt]To implement the recommended improvements effectively, the organisation will establish a structured budget to support essential service and operational upgrades. The initial allocation includes £100 for online recruitment advertisements to attract experienced and skilled employees, ensuring the right talent aligns with the organisation’s service goals. Additionally, £80 is designated for comprehensive training programs to improve front desk service quality, addressing current customer interaction and problem resolution gaps. Training investment is critical, as it strengthens staff capabilities, fosters customer satisfaction, and enhances service consistency.
Approximately £70 will be allocated toward adopting modern technologies that streamline operations and enhance guest experience to support these service initiatives. Investing in digital tools and updated systems allows faster, more efficient service delivery, especially in high-demand areas like check-ins and service requests. Finally, £50 is allocated to establish a round-the-clock service model, ensuring that customer needs are always met promptly. This 24/7 service enhancement is critical to elevating the overall guest experience and ensuring the organisation remains competitive in the hospitality industry.
Funding these improvements requires a multi-faceted approach. The organisation plans to utilise government grants and subsidies, where available, to alleviate the financial load of implementing these strategic changes. Such funding can provide crucial support for programs aligned with customer service, job creation, and technology implementation. Additionally, the company is considering alternative funding options, including crowdfunding and angel investors. These options offer low interest rates, making repayment more manageable and supporting the organisation’s commitment to financial sustainability.
Combining these funding methods enables the organisation to invest in these vital improvements without jeopardising its financial stability. This approach addresses immediate operational needs and fosters long-term growth, as enhanced service quality will likely boost customer satisfaction and loyalty. By prioritising staff recruitment, training, technology, and continuous service availability, the organisation can elevate its service standards, meet customer expectations, and solidify its competitive position. This balanced investment and funding strategy supports sustainable growth and aligns well with the organisation’s customer-centred mission.
Action Plan
	Number
	Problem
	Solution
	Desired outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Shortage of experienced staff members
	It is considered one of the most critical issues that need to be resolved by following an appropriate recruitment method wherein experienced employees will be hired (Chervoni-Knapp, 2022).
	Moreover, a number of staff will be working with organisations that will help ensure customer satisfaction since timely services will be offered to help meet their expectations.
	2 months
	08/11/2014
	£4000

	2
	Cleanliness and hygiene issues
	It has been found that cleanliness and hygiene maintenance is lacking at the business organisation. This needs to be resolved by offering opportunities to staff members to maintain workplace hygiene (Gupta et al., 2020).
	Good hygiene and cleanliness will be maintained at the hotel that will satisfy the expectations of customers through which impressive results will be secured.
	3 months
	10/02/2024
	£5000

	3
	Lack of discipline
	It has been found that employees operating there usually have rude behaviour that can affect an individual's intention. This needs to be done by offering them appropriate training that will help them stay motivated at the workplace.
	To maintain discipline at the workplace and deal with customers appropriately so that they can remain satisfied.
	4 months
	11/06/2024
	£6000


Table 3: Action Plan
Conclusion 
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In conclusion, the operational approach at Intercontinental Berlin Hotel has led to notable service challenges that have negatively impacted its reputation and customer satisfaction. As one of Berlin’s prominent luxury hotels, Intercontinental Berlin is expected to deliver ambitious standards of cleanliness, professionalism, and customer service. However, recent feedback from guests highlights significant gaps in meeting these standards, with recurring complaints focused on poor cleanliness, unprofessional staff behaviour, billing errors, and a lack of responsiveness to customer concerns. These issues suggest fundamental shortcomings in staff training, service protocols, and management oversight that have caused customer dissatisfaction and damaged the hotel’s reputation.
Guests have reported unclean rooms, unpleasant bathroom odours, and inadequate housekeeping. Such responses indicate that employees must be adequately trained to prioritise guest satisfaction and lack accountability in addressing complaints. This level of service aligns differently with the expectations of a luxury hotel brand, where cleanliness and responsiveness are essential to the customer experience. Unmet expectations in these areas reduce the likelihood of repeat visits, leading to negative reviews that further damage the hotel’s public image.
Guests have reported billing errors, including double charging, which must be promptly resolved. Effective customer service requires staff to be well-trained in communication and problem-solving, skills that need to be improved at this branch. Furthermore, there needs to be an effective process for handling guest complaints and resolving issues, reflecting a deeper organisational problem in service management. Without immediate changes, these lapses in service quality will likely continue to result in low guest satisfaction and a declining reputation in Berlin’s highly competitive hospitality market.
The root causes of these service deficiencies appear to be inadequate staffing levels, insufficient training, and a lack of adequate service protocols.  Staff training programs emphasising customer service, conflict resolution, and brand standards are essential for improving interactions with guests and ensuring consistency in service delivery. Increasing the number of trained and qualified staff would also help address service delays and allow for more attentive, personalised customer care.
This report has provided a structured analysis using PESTLE and SWOT frameworks to address these challenges and realign the hotel’s service standards with brand expectations. These tools helped identify internal and external factors affecting Intercontinental Berlin’s operations. Key recommendations include implementing comprehensive staff training, strengthening housekeeping and cleanliness protocols, and enhancing billing and transaction procedures to prevent errors. Additionally, adopting a change management strategy, such as Lewin’s Change Model, would facilitate the smooth adoption of these improvements and ensure long-term consistency.
Implementing a comprehensive training program would equip staff with the skills and knowledge necessary to manage customer needs professionally and efficiently, thus creating a more positive and consistent guest experience. Improved cleanliness standards would address a core complaint among guests, enhancing the overall comfort and appeal of the hotel. Enhanced billing and transaction oversight would prevent financial discrepancies, rebuild trust, and provide a seamless guest experience.
Addressing these core issues resolves immediate operational challenges and strengthens the hotel’s brand reputation in the Berlin market. By committing to operational excellence and customer-centric service improvements, Intercontinental Berlin can rebuild guest loyalty, reduce negative reviews, and attract new clientele, thereby positioning itself more competitively. Furthermore, as Berlin’s hospitality market continues to grow, maintaining high service standards will enable Intercontinental Berlin to capture a larger market share and meet the evolving expectations of international and local travellers.
In summary, the recommended strategies offer a clear path for Intercontinental Berlin to restore its reputation, enhance customer satisfaction, and achieve sustainable growth. The commitment to rigorous training, customer-focused management, and operational improvements will help the hotel meet and exceed the standards expected of a luxury hotel brand. By adopting these changes, Intercontinental Berlin can strengthen its position in Berlin’s dynamic hospitality sector, build a strong customer base, and secure long-term success in a highly competitive industry.
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