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[bookmark: _Toc121003779]Executive Summary 

The Intercontinental London Park Lane is a prestigious property that is a part of famous hotel chain Intercontinental Hotel Group (IHG). This property is also a proud & nostalgic part of royal history as this was Queen Elizabeth II’s preceding childhood mansion. After the second world war during 1968-1975 sir, Frederick Gibberd initiated this project with the new design of a luxury hotel brand then it was inaugurated by His Grace the eighth Duke of Wellington, Arthur Wellesley on the 23rd of September 1975. This property is holding its pride for more than forty years since then by achieving multiple awards the coveted title of England’s Leading Conference Hotel by the World Travel Awards in 2016 also titled as the UK’s Best Business Hotel by Business Traveler in 2020. This property is highly appreciated by the guests it has a 4.5 excellent rating out of 5 on tripadvisor.com & 8.3 (very good) out of 10 on booking.com which is also a commendable achievement but it has some strong competitors who are gaining better ratings with almost similar services like- the Landmark London with 8.9 ratings (fabulous), the Londoner with 9.0 rating (superb), Royal Lancaster London with 9.1 ratings (superb) in the booking.com. so it indicates that Intercontinental London Park Lane is lagging than the competitors besides negative comments are coming through the reviews from both general guests & one reward club member (One Reward Program is the golden or loyal guests program operated by IHG). 
KEARNEY Consultancy Firm has identified some major problems of this property that need to be focused on urgently. The major negative reviews received were about the guest rooms & bathrooms being smaller than expected or compared to their competitors & the higher price level than their competitors without any high-end or customized service for the guests that will justify the price. Besides guests are complaining about getting rooms being aesthetically unhygienic with dirty room linens & accessories. The room service & housekeeping services are slow with amateur staff who take a long time to understand the guest's requirements & queries. There is a new Mexican restaurant on this property & guests are excited to try this new cuisine but they are facing slow service although they are praising the Mexican menu the unprofessional service by amateur servers is making them dissatisfied. Later by visiting the property & discussing with the executives some other major issues were identified as a lack of intradepartmental coordination & communication & support for each other that is causing internal conflicts, politics & miscommunication which is hampering the overall working environment. It seems during & after pandemic the hospitality industry is immensely affected by huge business losses during lockdown, Brexit, changing immigration laws, increased operational costs, price sensitivity among various groups of the market, higher competition, recession, etc. so a huge manpower shortage has been created in this sector by which Intercontinental London Park Lane is also affected that’s why staff recruitment & training processes have become more complicated.
By incorporating the SWOT & PESTEL analysis have been done to determine the internal strengths & weaknesses with external opportunities & threats besides the macro environment elements are also analyzed to understand their influence on this hotel's operations & decisions making process (Walsh, K., 2002). The recommended actions for resolving the problematic issues are ranked below according to urgency:
· Changing the guest rooms layout & upgrading the bathroom's faulty fittings
· Onboarding new serving & housekeeping staff & giving them in-house professional training before facing the guests 
· Only experienced & skilled operational staff will attend to the guests directly
· Hiring new Mexican chefs to meet the new demands & launching new menus for Italian restaurants based on coming events like- Christmas, running world cup, new year, rugby festival, etc. to stand out in the competitive market.
· Initiating internal conflict resolution process through proper formal discussion & legal actions if needed.
· Encouraging intradepartmental engagement, coordination & support by minimizing the communication gap and developing team spirit by initiating of formal & informal official events.
· Arranging physical & virtual new training modules for all the departmental executives & staff for their progressive development & as most of the people are suffering from post-pandemic trauma so mental health counseling sessions should be organized. 
All these activities are determined by analyzing the recent positive & negative reviews mostly based on tripadvisor.com & booking.com also by interviewing all the departmental executives & selected staff from operational departments. To solve the problematic issues of this hotel proper action plan must be followed to achieve the corporate objective & stand out among the competitors. The recommended action plan is given below-
	Issue 
	Solution
	Objective / Outcome
	Time Frame
	Est.
Budget

	Changing the rooms layout & faulty bathroom settings 
	Determining the rooms that are complained as small & all the same sized rooms then identifying the new layouts of the rooms to seem wider
	Satisfied guests 
	1 month
		£50,000 




	Employee shortage in house-keeping & serving
	Determining the exact number of employees needed in both departments (10 employees each) whether they need to be contractual (on-call basis) or permanent employees
	Smooth timely operation of this department to attain guest satisfaction 
	1 month
	£5000


	Lack of chefs in the Mexican kitchen

Absence of unique or attractive new menu in the Italian kitchen   
	Hiring three new junior chefs in the Mexican kitchen

For the Christmas & new year purpose & for surviving the competition new unique Italian menu is needed
	Meeting the need for Mexican & Italian kitchen
	1 month
	£1000  


	New serving team 
	Hiring new waiters & waitress for serving
	Enhancing guest experience & service in the dining 
	1 month
	£1500 


	HR training 
	Designing new training modules with online & offline training for the executive members & operational staff 
Hiring new in-house or external minimum two trainers for operational departments
	Enhancing the growth & efficiency of hotel staff
	3 months
	£50,000


	Room verification agent 
	Minimum two room verification agents from housekeeping will be assigned
	To ensure the guest room aesthetic hygiene
	1 month
	£2000 


	Developing corporate culture & bonding
	Enhancing colleagues & team engagement 
Two events each month 
One formal meeting -townhall meeting & another informal event like- one dish party etc.

3 months (experimental period based on the outcomes events will become a part of corporate tradition
	To increase employee motivation and in effect reduce job rotation
	3 months
	£5000 + 1000=
£6000




This action plan is based on three months period & main objectives are to meet the current huge demand of hotel services due to the ongoing world cup & upcoming events like- Christmas. Rugby festival etc. these actions will be taken during these three months (December, January, February) then based on the outcomes of these activities the fruitful actions will keep going on & modified into practice & new activities will be outlined based on new situation. 
[bookmark: _Toc121003780]Introduction 

This report analyzes the issues of INTERCONTINENTAL LONDON PARK LANE, a five star hotel & luxury brand which is famous for its long time smooth & classic service but from last 2020 during Covid pandemic it started to face some major issues regarding its low rating about service quality like- poor staffs behavior, slow & problematic billing issues, not meeting the target sales, complaints about room services & not meeting the quality audit of human resource policies, room hygiene standard that’s making the survival of this IHG property as a well renowned luxury brand too tough during this post pandemic condition. Besides there is a major change in the working environment of this property in terms of leadership, communication & co-operation as there are some new department managers are appointed who are facing difficulties to work with their senior colleagues. The general manager Alvaro Rey is truly concerned about the various continuous issues of hotel including their financial difficulties started from pandemic to now as the whole world is suffering by Ukraine-Russia war, post pandemic inflation & others. So. the GM wants a consulting report addressing the actual problem of the hotel that’s causing various issues or problem symptoms at the property. That’s why this report assumes here the property problems are addressed, analyzed & recommended by a consulting expert who undertook various measures for findings & analysis like SWOT analysis (strength, weakness, opportunity, threat) & PESTEL analysis (political, economic, social, technological, legal & environmental) that will consider multiple internal & external factors of the property to identify the hotels positive aspects like strengths & growth opportunities with the internal weak points that need to be reconstructed & external threats that need to be well managed with preventive strategies to reduce the risk & minimizing the business loss.( Helms & et all,2010)  
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History & Location 
The InterContinental London Park Lane is a proud part of royal history as it’s on the location of 145 Piccadilly, the Queen Elizabeth II’s preceding childhood mansion. This place also suffered destruction during World War II later in 1968-1975 sir Frederick Gibberd initiated the work of establishing this new design of a luxury hotel brand then it was inaugurated by His Grace the eighth Duke of Wellington, Arthur Wellesley on the 23rd of September 1975. It’s called the modern epitome of luxury as situated at prestigious Number One Park Lane & settled between the graceful cobbled streets of Mayfair & the glamour of Knightsbridge. (Tripadvisor.com, 2022)
Rooms, Amenities & Awards
Rooms- It has multiple types of standard rooms & suites like this property has four hundred & forty-nine rooms, seventy-one expansive suites as junior suites (forty-two sqm), one-bedroom suites (forty to forty-five sqm), hyde park suites (fifty to fifty-six sqm) with views of Royal park & offering absolute luxury accommodation in the most prominent location of London. rooms have the common features like- blackout curtains, AC, housekeeping service, satellite TV, desk, bathrobes, coffee/tea maker, bathrooms, paid & free internet, paid on-site parking. F&B department offers breakfast buffet, complimentary instant coffee/tea, Mexican & Italian cuisines, kids meal, special diet menu, outdoor dining area. Other services are doorperson, concierge, dry laundry, shoeshine, newspaper, baggage storage, currency exchange, 24 hours check-in, express check-ins &  check-outs, multilingual staff ( more than twelve languages are spoken including French, English, Spanish, Arabic). This has a prominent location in terms of park & city views accompanying the accessibility of huge number of restaurants, bars & attractions within 0.3 miles of area. (Parklane.intercontinental.com, 2022)
Amenities & awards- It also purveys the unique event experience with standard conference & event floors incorporating the perfect meeting environment & state-of-the-art facilities and broad views over London with a celebrated Italian restaurant, Theo Randall that purveys exclusive offers for events besides its recently recognized as the coveted title of England’s Leading Conference Hotel by the World Travel Awards in 2016 also titled as the UK’s Best Business Hotel by Business Traveler in 2020. This property went through a renovation of seventy-five million dollars in 2007 later in 2013 the InterContinental Hotel Group sold this property to the Constellation Hotels for three hundred & one point five million dollars which is a Qatar Investment Authority still this property is continued to be managed by IHG by a thirty years contract accompanying additional three ten years extension option. This property offers electric vehicle charging station, Gym, Arch Bar, Lounge, Ballroom, Business center, Conference room etc. (Parklane.intercontinental.com, 2022)
Present situation- In its journey of forty-seven years. It has experienced the epitome of success fighting from multiple local & global challenges including the recent aggressive pandemic. As this industry provides both product & service besides vulnerable to internal & external risks so controlling the service quality is a bit tough that’s why continuous monitoring of online & offline service review is essential. By analyzing various travel booking websites like booking.com, trip advisor etc. it’s apparent that it has overall great reviews that appreciated about the professional & friendly staff behavior, cleanliness & comfort with satisfactory rating of above eight points out of ten but there are some competitive properties like Royal Lancaster, Landmark London that have better rating above nine with more reviews so the InterContinental London Park Lane should obviously chase the excellency of getting the highest rating with positive reviews. (Expedia.com, 2022)
By analyzing the internal & external influencing factors the future business scope of this property can be understood using the appropriate analyzing approaches like SWOT & PESTEL analysis.
SWOT analysis is a business evaluating tool for strategic planning & brainstorming that helps to determine the business development areas by focusing on critical success factors for attaining the competitive advantage, understanding new market trends, adapting new technology & analyzing the competitors to survive the competition. This analyzing tool will determine the success factors which are considered as strengths & the internal fragility factors are considered as weaknesses then the external positive & negative facts will be considered as. opportunities & threats (Borza & et all,2008). The SWOT analysis of this property is given below-




	Strengths

· A part of royal history 
· Well renowned Italian restaurant 
· Prominent location at number one Park Lane just between two influential areas Mayfair & Knightsbridge (Tripadvisor.com, 2022)
· Luxurious room variations & facilities
· Appealing view of park & city from hotel 
· Easy accessibility from airports, nearby availability of attractions & restaurants (Expedia.com, 2022)
· Great event & meeting organizing facilities (like- ballroom)
· Recognized as UK’s best business hotel
· Follow the Covid international travel requirements strictly for guest reservation



	Weaknesses

· Considered as overpriced compared with competing properties
· Smaller bathrooms in rooms than guest expected
· Smaller rooms than guest expected according to price 
· Complaints about their room service, house-keeping & valet parking staff poor performance & behaviour
·  Complaints about their external noise system
· Lack of corporate bonding & understanding that’s leading to lack of co-ordination & communication hampering the overall service quality of the hotel 
· Failure to meet the guest expectations compared to price level & competitors.

 

	Opportunities

· Focusing more on room facilities & interior design to make their service up to the mark as price 
· Focusing more on one reward club members or loyal guests by giving them customized services
· Focusing on SEO, online marketing with appealing & realistic brand promises.
· Focusing more on business & event tourists


	Threats

· Key competitors: Landmark London, Londoner, Royal Lancaster (Booking .com, 2022)
· Changed immigration laws that influenced manpower crisis 
· Global political crisis (Ukraine-Russia war), recession etc. are hampering social stability (Bharwani & et all, 2021)
· Price hike of regular commodity is making various groups in target market price sensitive
· Less profitability by increased operational cost by price hike of raw materials, fuel etc.



The strengths of Intercontinental London Park Lane are the history, location, room views, accessibility from airport, availability of huge attractions & restaurants to have fun, strong brand image. These factors need to be utilized, promoted & well maintained by the authority. Then the weaknesses are problematic rooms layout, slow room services, unprofessional servers & house-keeping agents, lack of departmental communication, understanding that’s arising corporate conflicts & degrading the overall service quality. 
The opportunities for this hotel can be initiating new sales & creative marketing tactics, designing customized guest services for golden guests, focusing on event tourists who like to attend different event, attracting more business tourists & the major threats for this property are the rivals, increased operational cost, reduced target market span & global political unstability.

PESTEL analysis interpret the macro-environment elements of the company to determine & understand the influence of the changing factors on company policies, operations, profitability, budget etc. (Helms & et all,2010) Following is the analysis of Intercontinental London Park Lane hotel’s influential political, economic, social, technological, environmental, legal factors-

	Environmental
Factors
	

	P (Political)
	· Restricted international travel (Bharwani & et all, 2021)
· Changed travel rules by BREXIT (French, S., 2018)
· Changed immigration law
· Tourism tax 

	E (Economic)
	· European tourist market is getting smaller
· Increased inflation rate (Breinlich et Al. 2022)
· Price hike of regular necessity
· Unstable GDP growth
· Reduced pay scale for operational staff 

	S (Social)
	· Changing consumer behavior & price sensitivity due to price hike
· Increased travel cost is demotivating the tourists (Bharwani & et all, 2021)
· Risk of Covid spread

	T (Technological)
	· Digital payment services
· Communicating with guests by social media & websites (Jayawardena & et all, 2022)
· Enterprise Resource Programs
· Booking & reservations by websites & apps

	E (Environmental)
	· Sustainable tourism practices
· Reducing waste generation
· More focused on recycling

	L (Legal)
	· Changed immigration policy
· Shortage of hospitality man-power
· Strict VISA procedure & maintaining the safety protocols


 
Intercontinental London Park Lane is politically affected by changed immigration laws, Brexit & global crisis like Ukraine-Russia war, recession which is affecting their overall operational policy & service quality they are facing skilled man-power shortage, job insecurity, low pay scale, mental trauma from sudden lay-off due to pandemic. Then economically they faced huge loss during pandemic gradually they are recovering but with low profitability & higher operational cost. 
Socially Intercontinental London Park Lane is facing a huge change in consumer behavior in which target market is shrinking day by day with increasing price sensitivity due to the highest inflation in UK’s forty years of history. Technologically they are upgrading & competing with the rivals by introducing contactless checkout, digital payments, automated reservation system (affiliation with booking.com, expedia.com etc.)
Environmentally this property is getting more sustainable focused by reducing carbon emission & waste generation then legally they are maintaining strict VISA documents, safety protocols, covid vaccination report, changed immigration policy that has created the manpower shortage for them.
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The hotel has numerous positive reviews & overall high rating among various travel sites like tripadvisor.com, booking.com etc. but the competitors are performing better than this like- Marriot properties or Hyatt properties with higher guest ratings. Now this property needs to focus on resolving the guest issues by evaluating all the hotel departments individually.

Housekeeping department- by reviewing negative guest feedbacks its explicit that most of the guests are upset by their housekeeping staff behavior & service like- providing housekeeping services very late or faulty & dirty room or bathroom belongings like- towels, carpets etc. besides not understanding the guest requirements even after describing twice. 
Problem- this situation indicates the problem of poorly trained housekeeping staff & lack of room verification. For the international renowned brands like Intercontinental its not acceptable to design the room with faulty equipment or accessories still guests are complaining about these which mean the rooms are not monitored, cleaned & verified properly after checking out by guests & before the check ins by new guests.
Solution- the housekeeping department needs to have well trained & well experienced staff who can promptly understand the guest requirements with smooth & appealing communication skill to have positive guest interactions. For making positive guest encounters all the frontline staff like house-keeping, concierge, guest service agents need to have proper knowledge about internal-external relevant information. 



Room Layout & Infrastructure – a prominent number of guest reviews stated that hotel rooms & bathrooms are smaller than expected & the price level doesn’t go with the room amenities & services compared to other properties besides the rooms are not same as the advertised pictures along with the complaints about their outside noise problem in the room. The rooms have mesmerizing outside views & natural connection.
Problem- The issue here is the guests are not informed about the room location whether its near the staff entrance or beside the road so that the guests can think about taking alternative rooms or suites where the noise can’t be an issue. Besides the rooms aesthetic hygiene (the scenic tidiness, cleanliness of room interior) is not maintained properly like it should be maintained to match their advertisement. 
Solution- The housekeeping staff should maintain the proper aesthetic hygiene of the rooms & the rooms layout should be changed so that the smaller rooms seem bigger to the guests. The guest services should be designed in a way that justifies their pricing & the negative reviewed guests should be offered formal apology & complimentary service if possible, to not lose the guest forever. (Jago, L. and Deery, M., 2002)

Front Office & Reservation Department- by analyzing the guest reviews it seems most of the guests are satisfied with their prompt check-in, check-out & easy reservation system. But regarding the billing there are some issues in front office like- some One Reward Club (loyal guest program) members complained they faced faulty billing issues after they left the hotel specifically for their mini bar consumption.
Problem- this billing issue is created by the lack of communication among front office, housekeeping & accounting department. Often guests forget about their minibar consumptions so during checkout if they are asked about it they mostly give blur answers. It’s the front desk agents duty to verify the minibar consumption & room condition by the housekeeping after guests left the room & before handing over the final bill need to reassure the transactions by accounting department. 
Solution- The front desk agents need to be well-trained to make this verification process very smooth, silent & swift. (Brandon-Jones & et all, 2016)

Food & Beverage Department- this is the most renowned department of this property with two dining venues the first one is a restaurant with Mexican cuisine introduced by chef Martha Ortiz named Ella Canta & the second one is the popular Theo Rendall that offers one of the best Italian cuisine in town. Besides they have popular Arch bar with more than fifty gins as sampled. There are some highly positive reviews about the F&B service & the staff friendly behavior so the servers & staff who have been praised by the guests should be rewarded & recognized to motivate the other employees. 
Problem- there are very few but still some complaints about the slow F&B service & unprofessional behavior by the servers that means there is lack of grooming & training sessions for the staff.
Solution- all the operating staff both new & old ones should be trained periodically for increasing their efficiency. (Jago, L. and Deery, M., 2002)

Human Resource Department- this department is the major part for any company to manage the talent of the property with service quality & organizational culture. This property has a huge historical connection & operational knowledge that helped to glorify their brand. With a huge brand reputation comes huge expectation both from guests & colleagues. So the Intercontinental Park Lane HR department has strong departmental training policy that is truly commendable. All the departments need to submit their monthly training completion report to the HR & the training sessions are designed according to specific departmental requirements they have both physical & virtual training sessions for executives & operational staff.
Problem- Recently there are some conflicts arising among various departments like sales & marketing, housekeeping, front office & catering that is being reported to HR team for resolving the conflict. After analyzing the complaints its clear that the major problem is lack of interdepartmental communication & understanding among colleagues. Besides corporate politics has caused multiple resignations from higher positions which has created internal mismanagement that is affecting the hotel performance as well. 
Solution- corporate culture need to be purified from politics & conflicts for that proper interdepartmental communication system & internally respectable friendly corporate culture should be developed. To develop new corporate culture & bonding the opportunity to interact & socialize among colleagues should be created like monthly meetings or sessions where everyone from executive members will share their experience or share their problem where experienced ones can guide them. Corporate events like reward ceremony, one dish party etc. Intercontinental London Park Lane has a scheduled monthly townhall meeting which presents monthly financial reports about their monthly target & budget achievements or failure with monthly birthday celebration where all the colleagues who have birthday on that specific month cut a big birthday cake & all colleagues are offered light refreshment. This is a formal meeting but to encourage the team spirit & corporate bonding some informal sessions are needed. (Jago, L. and Deery, M., 2002)
Sales & Marketing- this department is working hard to achieve the sales target & maintain the brand promises even after the complex post pandemic condition & during the global crisis created by Ukraine-Russia war. Achieving the sales target is getting tough as all classes of people are affected by current global crisis- recession, price hike of regular commodities etc. Besides marketing strategies are also changing due to the changing consumer behavior & technological upgrades. Now both offline & online marketing activities, physical with virtual brand presence are needed to survive in the competitive market.
Problem- since the pandemic the market growth is steady & company is still trying to recover their loss during pandemic besides this department is also affected by corporate politics & lack of human resource in this specific field as during pandemic multiple first line executives were terminated for cost cutting after pandemic the complexity & work pressure have increased but qualified & experienced man power is not available that is affecting the sales & marketing activities.
Solution- well qualified & experienced new members are needed in this specific department for creative marketing approaches & meeting the sales target.(Amheka & et all, 2021) 



[bookmark: _Toc121003784]Findings & Results 
The Intercontinental London Park Lane is a prestigious international brand that is a part of rich royal history with amazing prominent location with mesmerizing appealing views from hotel & lots of charming factors to attract the guests like renowned dining facility, well trained & friendly staff, event facilities & reputation as the best business hotel that let this property achieve the higher ratings from the guests. The overall departmental findings & results are described below-

[bookmark: _Toc121003785]The Guest Room & Bathrooms Layout

	Issues 
	Findings

	Small rooms & bathrooms 
	Need to change the rooms layout to make those feel bigger.

	Dirty room linens & accessories
	Proper room verification is needed after checkouts & trained laundry & housekeeping staff are needed.

	Vacant mini bars
	Minibar refill & consumption should be monitored

	Internal & external noise problem
	Both the hotel noise & roadside noise should be controlled inside the guestrooms by installing noise minimizing technology into the noise sensitive rooms. 

	Slow room services
	A specific section should be assigned with minimum 5 housekeeping agents on duty for completing the room service activities.


 
As most of the negative reviewers complained mainly about guest rooms & bathroom size & dirty room linens so these problems should be viewed with urgency to resolve. Rooms aesthetic hygiene, comfort & room services are the major factors by which guests analyse their experience & satisfaction level besides the amount they are charged if these basic factors are not satisfactory then the whole customer experience will be ruined that is happening in the Intercontinental London Park Lane hotel the noise problem & slow room services are ruining the guest’s expectation for this luxury hotel.
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	Issues 
	Findings

	Mexican restaurant needs new junior chefs
	This new restaurant is attracting new guests but its still small in terms of operation so to enrich the menu & serving new 3 junior chefs are needed

	Waiter & waitress 
	Senior renowned servers are still maintaining the brand image by their service but new ones are showing amateur behaviour. Proper evaluation for recruitment & after joining training sessions are needed to be organized. Minimum two trainers are needed for F&B training with twenty more contractual servers.

	Complimentary breakfast
	Complimentary breakfast should be launched for One Reward (loyal) members as multiple golden guests showed their demand or expectation for this service by reviews.



F&B service is a major revenue source & key positioning factor in market for hotel property & this is the department which helps to generate more room revenues. In this property both their Italian & Mexican cuisines are famous for dining in as the Mexican restaurant is a new concept so most of the guests are more attracted to try new menu from this besides the golden reward guests or loyal ones are still interested to have their favourate meal from our Italian restaurant so both these restaurants should be managed properly so Mexican kitchen needs three new junior chefs with proper trained serving team. For any hotel loyal guests are their asset so anything to feel them special is needed should be done. As multiple Intercontinental One Reward members expressed their grudge for not being offered the complimentary breakfast so breakfast should be rewarded to the golden guests with urgency.
Human Resource Management 
	Issues 
	Findings

	Growth opportunity
	Departmental & cross departmental trainings & initial pre-joining training for operational staff should be launched with nation & international opportunity for promotion

	Job satisfaction  
	Rewarding & recognizing program to the star performers for encouraging them to their betterment.

	Recruitment policy 
	Creative analytical assessment policy should be launched to hire new employees

	Strict rules implementation 
	Instant termination policy for the crimes like- guest security breach, theft, sexual harassment need to be addressed with highest punishment.

	Job security & compensation 
	A firm retirement & compensation policy to the employees who met an accident during office work or other health benefits for all permanent employees should be allocated.

	Corporate bonding
	To develop team bonding & cross departmental understanding various semi-formal & informal colleague engagement session for the executives should be organized

	Conflict resolution policy
	Any kind of abuse, corporate harassment, disrespect or unfair conduct should be informed by the victim to HR department so that proper resolving policy can be taken.
Proper formal & informal complaint submission or discussion system should be available so that not a single employee feels unprotected or unheard.



Human resource management & policies of corporate talent management is the most important factor to maintain the service quality & the perfection of guest experience because if the employees are not satisfied & motivated they wont be able to create satisfied & delighted guests that’s why proper attractive & fair HR policies are needed but UK hospitality sector is being affected by the Brexit & recent Covid 19 pandemic which have caused huge job insecurity & unstable condition specially & majorly for this sector as the immigration law of UK has been modified so lots of immigrant workers returned to their home country & a massive layout was executed for first line employees during the first stage of pandemic so a wide shortage of skilled & experienced staff has been created (O’Connor, 2022) . The Intercontinental London Park Lane is facing the issues of job insecurity, lack of corporate bonding, lack of communication & conflicts that need to be resolved with urgency.
Housekeeping Department 
	Issues 
	Findings

	Room verification agent 
	Specific (minimum 2) room verification agents should be in the housekeeping department & minimum one agent should be in the duty during each shift so that before check-in & after check-out all the room arrangements are completed with perfection. 

	Amateur housekeeping staff 
	All the staff should be well trained about hotel amenities & services so that they can communicate smoothly with guests or at least they can recommend the exact department where guests can inform their queries. The new staff should not face the guests without proper experience or knowledge initially they should work in back of the house. An in-house or external trainer is needed for the operational departments.



This is a part of back house but the impact of this department directly affects the guest experience as without efficient & smooth operation of housekeeping the guestrooms, public area or nothing can be maintained as standard so on duty room verification agent & well-trained housekeeping team member are must to have smooth operations.
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In this section the major issues & the solutions of these with the objectives, time frame & approximated budget are presented through an action plan.
 
	No.
	Issue 
	Solution
	Objective / Outcome
	Time Frame
	Date of Completion
	Est.
Budget

	01
	Changing the rooms layout & faulty bathroom settings 
	Determining the rooms that are complained as small & all the same sized rooms then identifying the new layouts of the rooms to seem wider
	Satisfied guests 
	1 months
	30-12-22
		£50,000 




	02
	Employee shortage in house-keeping & serving
	Determining exact number of employees needed in this department (10 employees) whether they need to contractual (on call basis) or permanent employees
	Smooth timely operation of this department to attain guest satisfaction 
	1 month
	1-01-2023
	£5000


	03
	Lack of chefs in Mexican kitchen

Absence of unique or attractive new menu in Italian kitchen   
	Hiring three new junior chefs in Mexican kitchen

For the Christmas & new year purpose & for surviving the competitionnew unique Italian menu is needed
	Meeting the need of Mexican & Italian kitchen
	1 month
	1-01-23
	£1000  


	04.
	New serving team 
	Hiring new waiters & waitress for serving
	Enhancing guest experience & service in the dining 
	1 month
	1-02-23
	£1500 


	05
	HR training 
	Designing new training modules with online & offline training for the executive members & operational staff 
Hiring new in-house or external minimum two trainers for operational departments
	Enhancing the growth & efficiency of hotel staff
	3 months
	1-04-23
	£50,000


	06. 
	Room verification agent 
	Minimum two room verification agents from housekeeping will be assigned
	To ensure the guest room aesthetic hygiene
	1 month
	1-01-23
	£2000 


	07.
	Developing corporate culture & bonding
	Enhancing colleagues & team engagement 
Two events each month 
One formal meeting -townhall meeting & another informal event like- one dish party etc.

3 months (experimental period based on the outcomes events will become a part of corporate tradition
	To increase employee motivation and in effect reduce job rotation
	3 months
	Initiating this socialization culture from
 1-01-23 
	£5000 + 1000=
£6000




[bookmark: _Toc121003788]Recommendations 

After analyzing the guest reviews & departmental reports there are some problems or issues are found that are described & addressed with solution, timeframe & budget. From all the issues some needs to be focused & worked on immediately. To make the solution or resolving process fast & more fruitful to guests its necessary to prioritize the issues according to importance. The resolving process should start with the front of the house departments like-
· Renovating the smaller room & bathroom outlets as soon new year & Christmas is coming so this December there is going to be a high demand of rooms so all the rooms should be perfectly ready for sale & reservation.
· Hiring junior chefs for Mexican kitchen & launching new menu for the Italian kitchen to survive the competition & attract new guests.
· As every December is the busy period of hotel so professional servers are needed so new servers should be hired soon & after identifying the amateur ones both new & amateur ones should be given the in-house training.
· Schedule the duty of room verification agents from housekeeping at first priority who are experienced then hire new house-keeping agents according to the need of contractual & permanent basis. 
· Initiating the investigations of all the conflicts or complaints submitted by colleagues & take proper resolving action. If legal actions for suspend or termination is needed then proceed for those.
· Initiating the new modules of training according to specific departmental need both virtual & physical trainings are needed to be organized to enhance the efficiency.
· Redesign the HR policies with job security & compensation schemes so that the present & potential employees feel safe & motivated to work harder with more dedication for this property & this hospitality industry. After the pandemic most of the colleagues are mentally or emotionally disturbed who got saved from pandemic or economic crisis or layoff so organizing a mental health session or official counselling can be really beneficial for the property colleagues.


[bookmark: _Toc121003789]Conclusion 

This is a consultancy report for a well reputed international hotel chain Intercontinental London Park Lane hotel which has a prominent location between London Mayfair & Knightsbridge & it’s a part of royal history. This property has both the park view & city view rooms with mesmerizing room views like- city view rooms, bridal suites, suites & non-smoking rooms. All the rooms have the common features like- blackout curtains, AC, housekeeping service, satellite TV, desk, bathrobes, coffee/tea maker, bathrooms. The upgraded rooms have specialized features like- minibar. It’s a great hotel for the walkers as Hyde park corner & green park corners are there. Besides its 10-15 minutes away from London City Airport & Heathrow Airport. There are more than one twenty restaurants (like- Oval restaurant, Ormer Mayfair) & bars with more than thirty attractions (like-Piccadilly Circus, Bomber Command Memorial, Apsley House) near this property. This property has strict cleaning & safety practices with deep cleanliness measures with high-touch surfaces, disinfectant then social distancing by contactless check-outs, protective shields in place & safety measures by staff wearing personal protective equipment. This has multiple amenities like – parking & public transport, restaurants on site – Theo Randall, Arch Bar, Wellington Lounge, fitness center, spa, bike rentals, private picnic spots. This property has popular event amenities like- ballroom, banquet hall etc. then also offers guest services like- 24 hours front desk, concierge service, fry cleaning, laundry, housekeeping, multilingual staff, luggage storage etc. The Intercontinental London Park Lane is well renowned for being best Business hotel in London as it offers 24 hours business center, conference center, thirteen meeting rooms besides this is a complete smoke-free property. (Tripadvisor.com, 2022)

As December is busy period for all property due to the Christmas, new year & this time they have world cup also. Besides soon next year February the Rugby season is coming so the service reconstruction & redecorations are needed with most urgency & earliest possible time. For developing stable corporate environment & culture the internal conflict resolution & friendly supportive working culture should be developed.
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