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Executive Summary:
This is a consulting report of the Hotel Le Meridien which is situated in the Dhaka city in Bangladesh. Le Meridien was first opened in Paris known as Le Meridien Etoile, Air France was originally funded in 1972.This is a luxurious Hotel brand currently owned by Marriot International since September 2016. The Le Meridien in Dhaka Bangladesh is one of the luxurious properties first opened on 15 November 2015.The Hotel become  popular in a short time in Dhaka for its modern glass building and the location which in the heart of city .The Hotel has big accommodation of 304 rooms ,7 restaurants,3 bars 13 meeting rooms, event and festivals area, kids activities area , pool, fitness center etc. This is a big building in total of 16 floor. This is an international hotel brand, and the service charges is high. Customers all around the world come to this hotel and pay high rates as this is a 5-star luxury hotel. The Hotel is facing negative reviews regarding poor customer service and lack of English spoken ability in staff. There are several online booking service shows that's guest has left negative reviews about this hotel customer service such as staff been rude ,staff dose not welcome the guest shows like they are just there to collect the money. Other guest says staff only says yes without understanding the question and shows no manners. There are 10 reviews on booking.com online platform showing the similar issues customers indicate regarding staff service standers. Negative online reviews is a bad impression for the business as it dose not promote new customers to book in or dose not get the same guest to come back. At the same time customers negative reviews  almost every hospitality industry face .A good professional organiser or manager will take it as a positive way and will find the solution to overcome the issues .This report has shown a clear goal and target for the hotel Le Meridien to make this negative reviews as an opportunity for  the hotel to improve the customer service. This report also shows a pestle for the hotel to have batter understand about the hotel external situation regarding the service standers .Swot analysis has discussed to show how this hotel has so much strength and opportunity to over come these issues and make growth day by day. The consultancy report has a wide range of discussion regarding the recommendations how to handle this situation .A recommendation regarding management a leader shows that the hotel manager needs to organise training for leaders and all the management team. Brand new training for managers regarding international hotel management services will help to improve more and better ideas to work with their employees. A great leader is a great model for the workers there for leaders also needs to participate in the training to have clear understanding what is going wrong. The report has also discussed how affective this training will be for the managers as well as employees. Employees needs to free confidence and listen in the hotel to give best perform on the floor. There for manager needs to pay attention of employees retention, rewarding ,open communication channel between employee and managers. A satisfied employee can make guest satisfied. Management team needs to focus on employees retention help them to grow and stay happy .There is more discussion in the main body about how important staff training is to understand service quality and customer satisfaction. Staff at the Le Meridien hotel need to join online e-learning training regarding the customer satisfaction and they can do this in their own time or while they on the shift in free time .Employees training will improve their understanding that they are working in a five star  hotel and needs to work professionally. The report has discussed step-up training for six weeks  and workshop face to face in the hotel for employees. Employees will join once a week face to face workshop will hold by the hotel management to discuss the service standard and customer satisfaction . This workshop allows staff to have opportunity to talk managements  directly .Another training has set for the employees to build up their English spoken language .This training has set by a expert online virtual class for those who directly work with customers such as reception, restaurant ,bar ,events ,kids fun zone etc. Managers needs to overlooked their employees during and after the training how well they doing what has improve what needs help .Management need to make a atmosphere for the staff team to feel free to talk and any concern employees can raise voice or they can feel free to share any ideas. The main discussion has shown how employees can be feel valued in the workplace and management needs to always keep in track of staff performance in the hotel .The report has shown a breakdown of financial cost to show how much it will cost to the hotel to cover training for employees and management .Investing on the staff team worth as batter staff team will grow the business improvement.

 End of this report there are also shown action plan to discuss how those training will be in progress and the outcome of it also the duration of the target plan. The conclusion of this report shows how this report overall discussed regarding the issues and shows how to manage it and take the negative reviews as opportunity to solve it.
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1.Introduction: Meridien Hotel is an American upscale, design adopted by an international hotel brand with a European perspective. Le Meridien hotels are known for their focus on design, art, and location. The Hotel properties majority took place in the world's top cities known for their luxury building. The first Le Meridien hotel was opened in Paris known as Le Meridien Etoile. Air France was originally funded in 1972 to accommodate flight crew members and guests who wanted to have an amazing travel experience .The Le Meridien Etoile had a thousand room capacity .The company had 10 properties within two years in Europe, Africa, the French West indies ,Canada, South America ,the middle East and Mauritius .The company was keep growing  had 58 properties by 1991,state on (Hospitality,2024) .The Marriot international are the owners of the Hotel chain since September 2016 ,according to (Marriot Bonvoy,2024) . The Le Meridien Hotel is a global hotels group in 55 countries with a portfolio of over 140 luxury and upscale hotels. Le Meridien in Dhaka Bangladesh is one of them properties opened in 15 November 2015.Le Meridien in Dhaka Bangladesh become a familiar name for the travelers .The Hotel become popular in few years times .The Hotel  in the heart of capital city in Bangladesh .The hotel location is also in popular location in Dhaka 5 min drive from Dhaka international airport .The Le Meridian in Dhaka city property is also known for its building structure and modern design. The Hotel is known to hold cross-cultural events and celebrations. The Hotel has 7 restaurants and 3 bars. The hotel is also presented food festivals such as French food and Rajasthani food festival. The specialty of the food festivals are international chefs who prepare authentic foods from the respective countries. The Hotel also celebrates magic shows, events, meetings, exciting games, and other fun activities such as Halloween-themed. The hotel is 16 floors , room capacity 304 with airport  views and 13 meeting rooms .The hotel provides rollaway bed, wheelchair to common areas ,common area internet access, fitness area , swimming pool with sky view all the luxury facilities provides this Le Meridien hotel .This hotel also have event venue for weeding ,according to (Dhaka Hotel booking.com,2024).However, there are so many negative reviews about this hotel online and compare to a big reputation brand the overall rating of this hotel is low .
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There are so many complaints made online about this hotel staff poor communication and poor customer service. Staff poor communication skills and customer service put direct affect to the hotel growths, according to (Innovature,2023). Staff at the hotel has limited capacity to speak English because in Bangladesh they speak Bangla .Therefor guest are not fully satisfied to give positive feedback ,according to(Booking.com,2024a).This report will discuss in details about this issue and how to solve .This report will also show the pestle analysis to monitor the macro environment factors that have an impact on the issues of the hotel customer satisfaction. Swot analysis will also be discussed to understand the company strengths and weaknesses and how to overcome the issue.
2.Online negative reviews: online reviews comprise by consumer who is potential direct consumer or service receiver or had experience of organisational service or product ,state on (Statista,2024).Many people have reviewed the international hotel le Meridien in Dhaka Bangladesh about the staff communication issues. Information found based on online platforms such as Booking sites online review site. Travelers from around the world visit this hotel, pay premium price, and expect premium service and effective communication. Guest highlighted their review that staff English skill are extremely poor they always they yes without understand the question. George V wrote a negative review about that staff communication on TripAdvisor on July 2024 .Guest also mention that this review will cover a period of the past three years been vising this property .Guest  mention service of the hotel is above average around the area and it does not meet a high standard compare to the cost ,according to (TripAdvisor,2024).There are another review shown on online platform Hotels.com guest Samir mentioned the room was a wrong one ,checking was horrible, room ac was not working and service quality was not expected too ,state on (Hotels.com,2024).Kayak the online platform clearly showing travelers reviews about this hotel. At least 10 guest has reviewed shows staff and security was very rude ,according to (Kayak,2024)
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.Guest Mahmoud reviewed on the 9th April 2023 regarding mosquitos in the room and no one helped ,according to (Booking.com,2024b).There are another disappointed review received from guest Anser on Jan 2022 on the booking.com mentions that the way they welcoming there guest did not felt like it was a five star hotel .Guest felt like they only just there for money no manners at all .Guests also mentioned the hotel need more experienced people to work there and in the room was one towel but checked in for 2 person and lipstick was on the pillow. Guest also mention after his complain staff was offering cup of tea instead of solving the problem .Another traveler Martin from Germany reviewed on agoda.com online platform that the service of the hotel dose not match its standers ,the tidiness of the room dose not match the 5 star premium quality not receive the value of the cost ,according to (Agoda.com,2024).Guest Dary reviewed on 25 December 2023 that hotel ripping people off intentionally as guest has to pay more than then the original price because the hotel used and inflated rate to convert the rate .They used 125 to the USD verses the interbank and change rate of 109 on the day ,according to (Expedia ,2024).Guest Raylene comment on trivago online platform on the 27th may 2024 regarding the hotel that the hotel has potential to be decent but needs serious cleaning and repair ,according to (Trivago ,2024).Information based on  (Ching,2023) ‘’The internet has become a crucial channel for people to share their experience and opinion in various product and service including hotels’’. Guest also look at the reviews before they book online.  Guest online review, it is clearly showing that Le meridian in Dhaka is not meeting customer satisfaction. Staff not serving the customer with a smile and been rude. Customer online review showing staff at Le meridian has a lack of knowledge for excellent customer service. Guest complaints in the hospitality happens it's a fact instead of seeing it negatively consider as an opportunity to demonstrate in the hotel , according to (Lavi,2023).Staff also have a lack of knowledge of how to deal with complaints, how to satisfy customers at the hotel and making sure customers check out of the hotel happily. 
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Staff at the hotel do not have enough knowledge to explain or deal with the customers while they are dealing with currency exchange rates. Staff need to be self-confident and have clear knowledge to make sure guests are satisfied with the service. According to,(Oshine,2014) the importance of self-confidence is repeated as one of the key components in success of any profession in life. 

3. The importance of customer service in the hospitality industry: Hotels are known for their many professions that value customer service. Whether it's online social media or in the hotel or over the phone, sending email or message over the website customer service must be excellent. State on, (Daoust,2021) A Constance work and effort required to provide excellent customer service, needs to be involved, respectful, available, and more importantly attentive to the guest. State on, (Hueffner,2021) Bad customer service can affect business growth and reputation. The Le Meridien Hotel is a 5-star hotel and guests are paying a high price for their services and poor customer service is not expected. The online negative issues indicate the poor customer service practice. Staff at this hotel need immediate improvement, also the management and leadership need to organise the hotel customer service again. A bad customer service by employee can be example set be manager, at workplace employees learn good and bad both, according to (Hyken,2024).There for a good management practice is important in the hospitality. Management responsibility to making sure staff at the hotel has good English communication skills. Every industry required effective communication but, in hospitality, where staff encounter the public daily, it is vital, according to (Petty,2023). Poor communication and poor English-speaking employee at the hotel cannot achieve guest satisfaction and the consequence is losing the customer trust. An effective communication staff can build relationships with guests and make them feel to come back and recommend to others. ‘’Rapid development of hotel industry and competition has led to the need for the personal training, level of quality-of-service depends on the quality of employees'', according to (Gazija,2011).
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Le Meridien staff performance seems like they have not been professionally trained when they deal with a guest complaint. Guest complained about the dirty bed sheet and staff offered cup of tea to the guest as a sorry this shows clearly all the staff and management team need training to keep the hotel brand reputation. Deling with customer complaints does not have to be nightmare ,guest complain is a challenge for any hotel ,state on (Demetriou ,2024).Customer online negative reviews have a potential to affect hotel success, successful hotel management knows how a unsolved guest issues can a hotel performance and they place significant values on handling guest complain smoothly, according to (Cevent,2022).A customer needs to be looked after from the time they enter the building and till the minute they leave. The Le Meridien staff clearly have not followed their directions and fail to achieve customer satisfaction. Good leadership also fails to make sure that customers are served properly and leave the building with valuable feedback. Management team fail to make sure staff at the hotel who are directly serving the customers has good understanding of English and have basic English-speaking ability .A great leader will regular overview staff performance what they doing good or what needs to improve ,also regular update of guest satisfaction and online reviews ,failing to do this indicate a poor leadership management ,according to (Glion,2022).Online reviews also indicate the dates of reviews and it is clearly showing last few years guest are complaining about similar issues that staff been rude, poor English communication skills ,has not deal with the complaint  .The hotel Le Meridien will lose the loyalty the service standard in a result will be loss profit for the company. According to (Freedman,2024)to achieve customer consistently opt for the hotel customer loyalty is the propensity and eagerness.




Page 5

4.Pestle Analysis:  
	Economic
	social
	Legal 
	Environmental
	Technological
	political

	*Losing customers, which will cause a loss of profit.






	*Staff poor service will create bad expiration to the guest which will make guest make negative reviews online.
	*The Hotel will lose the brand reputation as guest not receiving service according to the price.
*The Hotel is known to provide premium service and not provide the service standard as expected by travelers.
	*Staff's poor communication skills can upset guests as it is an international hotel customer will expect better spoken staff.
*Staff rude behavior will lose customer.
*Staff poor English-speaking skills will affect the relation between employees and guest. 
	*Staff lack of knowledge about technology will affect premium service standers.
*Staff needs to have knowledge to check in and check out customer
*Making sure guest room is ready before checking in
*Better Knowledge 
to deal with customer complaints and use the
 technology to stay connected with management about the situation.
	*Government law changes for international Hotels employees.
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5.Swot analysis:
	Strength:
*5-star good reputation brand
*Modern glass building with brilliant design interior.
*304 accommodation
*Large event venue
*7 restaurant
*3 bars
*Fitness opportunity
*Pool
*Kids activity 
*Lights show 
*Cross cultural celebration.
*Food festivals
*Hotel location in the heart of city
*Customers pays high for the services
*Lots of other facilities to make profits such as holding wedding venues, food festivals, fashion shows etc.



	Weaknesses:
*Negative reviews on online plate from
*Fail customers satisfaction
*Fail health and safety satisfaction as bed sheet find dirty by guest.
*Rooms are not decorated compared to the cost and hotel stander
*Staff poor communication skills
*Staff lack of training to work in good reputation hotel
*Staff been rude and not friendly
*Mosquito been found in guestroom
*Staff does not pay attention to a customer complains
*Guest been offered a cup of tea after a complaint made for dirty bed sheet.
*Staff does not have knowledge to deal with customer complain

	Opportunity:
*To improve the service stander
 Staff needs training 
*Interview each staff again and acknowledge about staff English level to understand their needs and which training needs to provide 
*Train staff to be polite and humble with guests.
*Train staff how to welcome guest at the reception 
*Management needs to work with leaders and keep update everyday workers performance at workplace

	Threats:
*Competitors in the city a lot
*High exchange rate of currency
*Lose profit
*Losing customer's trust
*Losing brand reputation
*Lack of building good relation between staff and guest
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6.Tows analysis:

	
	Threats 

1.Poor service standers
2.Guest negative online reviews





	Opportunities

1.Technology
2.Management and leadership training
3.Staff training and improve English communication skills

	Weaknesses

1.High competition





	*Manage high customer satisfaction and perform according to latest trends.

*Staff training costs can be covered by providing excellent service standers which will make customers remain
	*The use of AI will allow contactless service and a modern touch to customer service
*AI will provide fantastic opportunity for management and staff to study about the hotel service standard
*Staff training can be managed online by use of technology

	Strengths

1.Reputed Brand
2.Loyalty
3.Premium service








	*Wedding venue, restaurant, bar, meeting room, kids' activities, festival, fashion show this opportunity attract lots if demands
*304 room capacity
	*Utilise software to track staff training uptodate also notify which program are staff in what is next and what is the outcome.
*Also utilise software system to monitor customer service, staff performance, how staff delt with the guest, how well they dealt with what needed to improve what went well. 
*System setup for any complin been made by guest what action has been taken how it has been solved etc.
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7.Recommendation for good management and leadership: Information based on above discussion is clear that The Hotel Le Meridien in Dhaka needs good management system for building guest satisfaction issues. ‘’Mastering effective management is essential for realising hospitality leadership potential, strategic management is a cornerstone of career progression in hotel management ’’, according to (Aura,2024).  A good management in the hospitality sector is important for many reason such as guest experience, staff engagement, operational efficiency, innovation, crisis management etc. Leadership has direct affect in the hospitality success because it set the tone for the whole business, state on (Britts Editorial Team,2023) .A leader follows direction from the manager and work directly with employees to  set goal ,vision and strategy and work to complete them  and manager is all about  pre-planned task on a regularly ,according to (Duggal,2024). As this hotel are constantly receiving negative feedback from their guest especially staff poor communication, and staff service standers, therefore it is essential that the hotel management team needs to improve their performance. The hotel manager needs to give direction to his leaders  and making sure the overall outcome of goal. Managment development is a process to develop skills and abilities based on the traits they have shown. Management needs training to be able to lead team effectively and be able to organise workplace for that to happens need training on specific required skills , according to (Purvis,2023).Hotel success depends on how professionally managed the hotel workforce. Higher productivity depends on better staff management, which leads to making sure staff are well trained, motivated, and passionate in their role ,according to (Azevedo,2024).Le Meridien hotel management system needs at least 6 week to overcome those issues by rescheduling the hotel management system as well as the whole employees at the hotel to get ready for the excellent customer service .The hotel employees need to work as a team with their leaders and follow directions. A good leader needs to ensure the employees are engaged with their guests and make sure staff are confident and ready to do so.
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8.Management and leadership training: There are three key component of the hotel leaders training they are developing leaders skills to manage the hospitality management, enhancing managerial competence, fostering emotional intelligence ,According to (Selander,2024).The Le Meridian hotel manager and leaders need to take international hospitality management courses to provide premium service and to ensure how to train their employees to work as a group in the hotel. There is online training available for the management team to qualified and understand better about the 5-star hotel customer satisfaction as well as direct the employees for excellent work performance. Manager plays a vital role in the hotel to drive the business forward and demonstrating important level of expertise and for the training and development often they overlooked, according to (Phoenix,2024).To improve the service quality, the staff at the hotel need to understand the premium service and brand reputation. ‘’Employees training and development is a set of activities and program design to enhance the knowledge, skills, and abilities of employees, according to (Herbert,2024). There for management needs to set a goal to train the Le Meridien employees and organise clear directions for the hotel staff.Recommendations discussed below for the hotel to set a goal and follow them to overcome those issues at the hotel.
9.Comprehensive Training: Comprehensive refers to constructing mental grasping of an idea or subject presented connecting it to exiting knowledge and making inferences to fill in gaps, state on (Voyager  Sopris Learning,2023). Management needs to set up employee training for better performance on the floor. More discussion down below:
10.Identify training needs: Management needs to identify what specific training employees need and to find out that management need training needs analysing. Training needs analysing is business methods to find out training requirements in a cost-effective way, state on (NiBusiness Info.co.uk,2024). Management needs to set employee's customer service training virtual and face-to-face both.
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11.Leadership training: Effective leadership training can teach employees about leadership itself also it brings new leadership skills, state on (ParetoTeam,2023).  A good leader can engage with employees directly to ensure good leadership strategies across the board.
12.Learning methods: Finding the best way of training employees it is not easy .There for manager needs to find out best way to set training for their employees which suits them. Instructor-Led Training is one of the best ways to train employees which brings physical and or virtual which allows personalised attention, promotes active engagement, and facilitates real-time feedback, making it a timeless and effective approach, according to (Blog,2023). Management needs to cater to various learning methods such as holding a workshop at work once a week. Make schedules so all the employees can join at separate times. This face-to-face Training can last up to six weeks. As well as setting e-earning modules, on training opportunities set for six weeks targets.
13.Communication: Employees need to feel free to communicate with the leader. Hotel staff must practice communication with their seniors and address important topics, state on (SiteMinder,2024). Employees need to report to the leader for any issues or complaints made by guests. Guests are not happy,or the problem has not been solved, this needs to be addressed to the management team. 
14.Open communication channels: Staff need transparent and easily accessible methods to express their thoughts, and ideas to their seniors, colleagues, or management. (Harri Insider Team,2024) Communication is not all about passing messages it also builds relationships, ensures operational efficiency, and fosters a workplace culture that values every employee.
15.Consistent feedback: A Consistent feedback process refers to less room for errors to accumulate, and the practice of sharing regular basis feedback which follows ongoing structure conversations that connect managers and employees, according to (Collins,2024). The system needs to start monitoring regular performance, expectations and improvement between supervisors and employees.
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16.Information sharing: Employees effective performance also depends on regular share news, policies, and procedures, state on (Bevanda Blog,2024).
17.Empower Team: Empowerment is the act or action that encourage employees empowering or enabling them to take responsibility for certain tasks or duties, state on (Wong,2023). Hotel staff need to be trusted to make decisions within their authority to resolve guest issues or handle routine tasks.
18.Delegate responsibility: To delegate employees effectively is highly beneficial for business growth, define the work to delegate, set clear expectations ,Chose the perfect employees for task ,provide adequate training and last of all check in and follow up ,state on (Groebler,2024).Employees need to be trusted with tasks and be able to make decisions within their roles, allowing them to take ownership.
19.Encourage initiatives: In the hospitality industry staff face the daily challenge there for employees need to be promoted regularly and appreciated for their regular performance, state on (Gruber,2024). A culture of innovation needs to be promoted, and staff encouragement for improving and sharing innovative ideas.
20.Foster a supportive work environment: Organise a cultivated work environment where employees will feel free to work, feel supportive valued and confidence to share their ideas and any concern .It is important that employees feel a supportive work environment, opportunities to learn and grow which will makes staff retention and stay with company ,state on (Panchal,2024). 
 21.Provides recognition rewards: Priorities recognition for the hotel staff for their outstanding performance which will help to boost morale and make guests happier, according to (wilson,2022). There are some ways has discussed down to recognise and reward staff at this hotel.
22.Employee of the months: Employee of the month is about organising a platform for employees where staff feel valued and motivated to excel, state on (Talenthive,2024).Organise employee of the months program and publicly reward the winner with a certificate or trophy.
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23.Performance bonuses: Employees achieving specific performance targets or milestones can be offered incentives or bonuses. Staff incentive are rewards or benefits for employees to motivate them for their performance also recognise and retain them, state on (Michalis,2024).
24.Professional development: ‘’Professional development is gaining new skills through continuing education and career training after entering the workforce’’, according to (Blog,2022). Encourage employees to take part in workshops or training programs to develop their career.
25.Focus on wellness: Employees wellness programs can be great choices for the hotel Le Meridien. Employers are responsible for taking care of staff wellness. This program reduces the risk of staff will quit and calling sick due to stress. The hotel can provide stress management workshops to provide mental health support . Employees mental health issues are also biggest reason for sickness absence , state on (Mindwell,2024).
26.Performance Feedback: Employees work performance keep on clock regularly help the leaders to identify helps to improve staff performance, according to (Workleap,2024). This is a wonderful way for the leaders to gather information about the hotel employees to understand how satisfied employees are at the workplace.
27.Tecnology: Tecnology is a fantastic way to track hotel performance including staff performance. Communication platforms get easier to track by technology such as which room is ready to check in can be notified by the housekeeper. Staff attendance, duty scheduling, staff feedback or concern, staff training, and staff learning platform. Technology is a blessing in the hospitality industry, AI chatbots can improve guest experience, and increase communication between workers and management, according to (News,2024).
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28.Guest feedback: According to ,(benbria,2024) ‘’In the hospitality industry every guest interaction, whether positive or negative, provides invaluable insights that shape the guest experience and drive operational enhancements’’. As the hotel Le Meridien experienced several negative feedback regarding staff service there for management needs to act each negative feedback and discuss with the staff to prevent in future. As well as keeping track of any negative feedback regarding staff customer services.
29.Diversity: Staff at this hotel need to feel valued and listened to. Staff need to feel that there is no tolerance for discrimination, harassment ,or violence. Employees need to feel safe and secure ,state on (Les Roches,2024).
30.Staff English spoken class: Smooth communication is important in the hotel environment than in any other industry, hospitality has always been a hub of diversity where Travellers come from different countries and taste the new culture, state on ( Wegner,2023). Bangladesh is a developing country and language they speak is Bangla ,Therefore staff at this hotel are not good at English and they lack manners and understanding. As in Bangladesh no one use please ,sorry and thank you. Staff at this hotel needs proper training about  cross-cultural manners ,and how to deal with guest politely. Management teams need to set a goal for all employees and set up online  training make sure all the staff are improving their language and performing on the floor.
31. Online English spoken virtual class by expert: Virtual training online software give opportunities to provide everything employees need for rewarding job training in one place , state on (Seismic,2021).This is a wonderful opportunity for the staff team to improve their English.
32.Regular overlooked and updates: According to (Pophal,2023)’’Training and development teams have improved exponentially in recent years, in large part because organisation increasingly see the value of employee training and development and have increasingly allocated funding to support those efforts’’.
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33.Teamwork: According to (Ncvo,,2024) To success in any set of goal and target teamwork must, Manager and employees must work together to achieve the same goal by working from won duties. The hotel workers need to work as a team to keep the hotel reputation by providing standard guest service.
34.Set a goal and Target: Setting a goal is the first step of any progression without vision  it is not possible to get positive outcome, according to (Sanders,2023).The Hotel Le meridian manager needs to set target for employees training program keeps in regular tracker and use the technology tp build up communication practice in the hotel.
35.Training and cost: According to (Citation,2024) staff training cost is worth for the companies because trained and happy employees first progress in business growth .The hotel Le Meridien needs to set training and workshops for their employees including the hotel management and leaders. The staff training and workshop is looking to take place for six weeks at the hotel. Staff will be providing an E-learning training program and once a week workshop at the hotel to build up their English-speaking language and customer service. E-learning is a fantastic opportunity for staff to learn in their own time and encourages employers to continue participate in future, state on (CPL Learning 2024). Management and leadership training will be online to improve knowledge about how to deal with the staff at the hotel and how to make sure customers  happy.
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36.Finacial cost: Below table are showing the cost of staff training at Le Meridien Dhaka 
	Training consumer
	Total Cost
	Time duration

	Manager and leader online training cost
	£800
	6 weeks

	All the employees who work directly with guest online training
	£2,500
	6 weeks

	Once a week face to face workshop by manager and leader
	£300
	6 weeks

	Staff English online spoken classes virtual
	£3,000
	6 weeks
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37.Action plan:

	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion Date
	Planned Budget

	1























2

















3


























4
	1.Management has not been overlooked about the employee's performance to making sure everything goes smoothly.




2.Staff poor customer service 











3.Staff poor service quality and language barrier


















4.Staff poor Engli-sh spoken 
problems











	1.Management and leaders need to attend international hotel management training and learn more about how to handle employees, how to improve business growth.














2.Staff at the Le Meridian will attempt online training to progress knowledge about the service stander, customer satisfaction, customers positive or negative reviews impact, cross culture understanding, how to deal with customer service, teamwork.
3.Once a week manager needs to make several time Shadual for workshop at the hotel to fit all the employees on the training. Face-to-face training will be provided about the service standard by the manager.













4.Employees who work directly with customer service such as reception, restaurant, bar, events, customer service etc. will be allocated English spoken virtual class. An English spoken expert will teach basic communication skills needs at hotel. 
	1.A good management team can ensure a good employee by organise the work environment, provide opportunities, praise them, and overlooked their performance and continue
overlooked

2. Staff will acknowledge customer service, gain knowledge, and  improve themself.






3.Staff will have the opportunity to talk to the manager directly and ask questions regarding their training, which is also a fantastic opportunity to learn and express themself face to face.




4. Staff will feel confidence to communicate with the guest and will improve day by day
	1.6 weeks






















2.Once a week for 2 hours 














3.Six weeks
























4.Six weeks
	1.15th of January 2025





















2.Target for 6 weeks till 15th of January 2025











3. Target for 6 weeks (about 1 and a half months) till 15th of January 2025

















4.15/01/2025
	1.£800























2.£300

















3.£3,000

























4.£2,500


Page 18
38: Conclusion: The Le Meridien Hotel in Dhaka Bangladesh consulting report showed a breakdown of the hotel issues which is currently facing the properties. This is a reputation 5-star hotel which aims to provide an excellent standard of service. The beginning of this report addresses guest reviews that were collected from different online booking services. Reviews clearly show that Le Meridien employees are not providing good customer service, and several customers have reviews of similar issues. This report has shown a wide range of discussions about negative feedback and discussed how those negative impacts can effect the hotel's growth. The hotel pestle analysis has been shown above. SWOT analysis also has shown to understand the hotel’s strengths, weaknesses, opportunities and targets and Tows analysis is shown in the above discussion. Customer reviews of the hotel clearly show the hotel needs to act set a goal to overcome those issues as soon as possible.This report has been discussed how the hotel can act regarding customer satisfaction. The report has been highlighted a good management team can lead an excellent work team there for management of the hotel needs to join training to learn more about handling staff. Management and leadership need to work together for the same target, give direction to the employees and keep overlooking their performance. This report has recommended management and leadership training to understand employee retention better. How to keep their workers happy and enjoy their work by promoting continued growth and praising them by giving employee of the month. A happy employee can provide excellent customer service. The online reviews also show a lack of English-spoken  ability in employees which is also part of customer service,without batter language there will be lack of communication and this will affect customer service. There for this report has shown how the hotel manager train those employees who work directly with guests and improve their service quality by training and improving the English language .Recommendation for management and staff training to improve  customer service and an approximate financial expense breakdown are shown in the report .Financial cost shows an approximate cost of the training, which the hotel will face and the time duration of training.
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The report also shows a table of the targets and outcomes to understand how these issues can be strengths to improve customer service. Overall, at the end of this report can claim that the report has discussed well all the actions the hotel management can take to overcome those negative reviews and take it as an opportunity to improve customer service.
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