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Executive Summary 
Holiday Inn is a hotel company that is distinctively running under the hotel and resort group of IHG within the industry. Therefore, the brand is considered to be one of the most popular brands in the hospitality industry all around the world. The brand has consequently expanded within various regions and locations all around the world including Canada, the United States, Europe, Central America, and many more. Thus, the hotel group provided a wide range of services such as airport transfers, convention management, events, food services, lodging and many more. However, in recent times, the owner of the brand has analysed an issue that has taken place in the booking channels of the hotel venture along with the various other applications. In the report, the company has been evaluated for certain issues which have impacted the overall brand population. Especially, in the department of customer service, the brand is seen to be facing issues related to poor customer service by consequently considering parking issues that they are facing. Moreover, customers are also seen to be facing issues related to data breaches and cyberattacks. Thus, the key issues have been found in the context of poor customer service and terms of cyber-attacks along with parking problems. Hence, a comprehensive description of key issues and their causes has been described here. Along with this, a PESTLE analysis has also been elaborated. It has been found that, when the sensitive data of customers is compromised, customers lose faith in the company. The cause of the issue is poor monitoring and an ineffective organisational framework along with the absence of a clear and informative communication chain. Apart from that, the organisation also faces issues related to parking caused by the hotel's poor space management which has often caused the customers to feel frustrated because of the issues. Additionally, in this report, it is also been evaluated that the employees also often feel burnt out and that has caused the customers to feel dissatisfied with their services. In the SWOT analysis, the report has evaluated the elements strengths such as customer service excellence, and worldwide presence along with the weaknesses such as poor space management and cyber security issues. Moreover, the report has also evaluated various opportunities and threats concerning the brands internal analysis with aspects such as sustainability initiative and implementation of technology along with regulatory variations and competition. Subsequently, the report has also evaluated the issue that the organisation has faced concerning the customers waiting for long times and encountering poor accountability related to cybercrime. This has caused the organisation to face results such as disruption in the services by Holiday Inn. The report has evaluated certain recommendations which allow the company to tackle issues related to hotel services such as customer support. The brand needs to invest in staff sourcing while mitigating the gaps effectively along with the recruitment and staff selection issues. The report also recommends the aspects of attention for comprehensive employee training and development programmes which will allow the employees to address the doubts of the customers concerning offering better services. Apart from that in the recommendations section, the report has also evaluated the factor of optimising the parking space concerning solving the issue of parking for the customers in the organisation. Additionally, the brand can also collaborate with other parking space to mitigate the issue. In the recommendations option the report has also evaluated the importance of investing in securing infrastructure to improve it subsequently. The company can also spend on inducing firewalls, encrypted technologies, two-step authentication, and fraud detection techniques as it offers better consumer support. Apart from that, the hotel can also consequently invest in security checking and penetration audits in a regular base to identify potential challenges within its business operations. Moreover, apart from the recommendations within the report, an evaluation of change management have been integrated within the organisation. In the report, an aspect of change management strategies has been discussed which referred to a different action plan as it helps the organisation as the aspects of adopting some effective strategies which can be considered for the changes within the market. Apart from that, the change management within the report has also been evaluated as the foundation of organisations to certify growth and development. In this context, the report has also stated that implementation of the change management model of Lewin within the organisational performance of the hotel can improve the existing operations of the business. Additionally, the framework also consists of three stages which includes aspects such as unfreeze, change, and refreeze. Subsequently, after the recommendations and the change management plan, the report has also evaluated an action plan. In the action plan, the aspect of high dependency over online booking platforms have been evaluated along with inefficient feedback management. In the action plan variables such as parking issues have been discussed which focus is over enhancing guest experience and customer satisfaction along with booking quality. In conclusion, the report has analysed the changes that the company is facing in the global market for their operations. Hence, within the report, the analysis made by the consultancy has aimed to offer certain solutions to the organisation so that they can modify the practice of the organisation. The brand has also faced issues and challenges related to certain aspects such as offering advanced consumer service chains around the world. Along with that, the report has also stated the element of cyber-attacks which is a prominent issue that leads to ineffective operations within the organisation. 
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Holiday Inn is a hotel company running under the IHG or Intercontinental Hotels Group hotels and resorts and the company is quite popular in the global market. The company started its journey in 1952 and after that, it expanded the business quite significantly with the help of efficient business operations and promotional aspects. The business of Holiday Inn is expanded in different global locations such as the United States, Canada, Central America, Europe and many more (ihg, 2024). The hotel group provides a wide range of services which are lodging, food services, event and convention management, airport transfers and many other similar facilities. The key objective of the hotel organisation is to make the guests experience the positive side of travelling with any purpose. In recent times, the owner of the Holiday Inn has identified an issue of cyberattack causing the problems of unauthorised access and affected customer data (McCallum, 2022). The issue took place in the booking channels of the venture along with other applications. Holiday Inn continued to experience various issues associated with this problem even after identifying the problem and implementing strategies to resolve it. Many customer-service-related complaints were received by the authorities which were caused by the mentioned challenges. Some customers of the organisation also lodged complaints regarding parking issues and reservation issues. Through these pieces of information, this can be stated that Holiday Inn is not only facing the problems of cyber-attacks but also the challenges of overall customer service as well. In Holiday Inn London, customers faced difficulties regarding the shortage of space in the parking area resulting in the challenges of customer dissatisfaction. Due to the presence of these issues, Holiday Inn’s competitive edge got affected and maintaining organisational compatibility has become challenging for the venture as well (statista, 2024). The key reason behind this is the challenges associated with dissatisfied customers and the lack of implementation of effective mitigation strategies. This report will be based on this particular concept focusing on the customer service department of Holiday Inn. Various aspects of the organisation will be discussed throughout the report including the impact of the selected issue on Holiday Inn, the key causes behind it, the impacts of the issue on several sections of Holiday Inn’s operations and many more. For better analysis, the PESTLE model, SWOT model and TOWS model will be used. PESTLE analysis is a framework or tool which is supportive of assessing different external factors linked to a business body. The six core elements of the framework are political factors, economic factors, social factors, technological factors, environmental factors and lastly, legal factors. The framework of PESTLE will be used to assess the external business factors of Holiday Inn and understand their effects on the business operations and strategies of Holiday Inn (Capobianco et al., 2021). This will also be applied to understand the potential effects of the components on the profit margin of the venture and provide action plans accordingly. On the other hand, the framework of SWOT analysis will be used for identifying the strengths and weaknesses of Holiday Inn (Benzaghta et al., 2021). Utilising this particular tool will be helpful in evaluating the opportunities and threats associated with the entity caused by its strengths and the weaknesses. Another framework that will be used to analyse the business operations of Holiday Inn is the tool of TWOS analysis. TWOS analysis is basically the framework for strategic planning which guides companies to understand their strengths, weaknesses, opportunities and threats. However, this is quite different from the SWOT analysis model as the SWOT model is used for understanding the current scenario of a business and the TWOS model is applied for the creation of new strategies (Yontar and Derse, 2023). Some recommendations and factors of change management will also be highlighted in the report as a part of better business outcomes for Holiday Inn. 
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Holiday Inn could be referred to as one of the leading hotel chains with global recognition and wider reach. However, there are certain issues that have been identified by the hotel itself which can impact the overall brand population (Taylor et al., 2020). Specifically, the customer service department is accountable for this issue of poor customer service by considering parking issues for customers when they arrive at the hotel along with data breaches due to cyber-attacks. Hence, it has been clear that there are operational issues and management of websites. This particular issue can disrupt the profitability of the company to impact the entire economic dynamics of the company while reducing the competitiveness in the UK hospitality sector. 
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There could be a wider range of causes related to these issues and each of them can also be interconnected as well. Cyber-attacks are common within the hospitality sector however, this could be a result of poor monitoring and ineffective organisational framework (Buhalis and Moldavska, 2022). Apart from this, untrained as well as uninformed staff can also be a cause of this issue. An absence of a clear and informative communication chain with undefined roles can also play a key part in this aspect. Additionally, parking issues could be caused due to ineffective space management in the hotel premises and can lead the customers to feel frustrated or confused in this case. The HR department is also associated with this issue in terms of poor customer service as the hiring and onboarding process could be better in case of handling trending technologies and applying certain soft skills namely customer service skills, technological skills and organisational skills and resolve this issue (Buttrick, 2009). Employee burnout can also be a vital issue that can result in poor customer service lead to data breaches of customers and promote cyber-attacks. In addition to this, longer waiting times, unresolved issues, absence of empathy and poor accountability could also be the cause of resulting disruptions in customer services by Holiday Inn. Employees might behave inappropriately with customers which can cause customer dissatisfaction (Arcuri et al., 2020). Unprotected databases associated with credit card information and personal data along with phishing in emails are included. Again, digital keycards, online booking systems and automated lights with connected devices can promote vulnerabilities to cyber-attacks. 
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Loss of customer loyalty and trust 
Poor customer service with security issues due to cyber-attacks in Holiday Inn results in loss of customer loyalty as well as credibility for an instant impact. When the sensitive data of customers is compromised, customers lose faith in the capability of the company to secure their information (Burnes, 2014).
Reduced revenue and sales 
The erosion of customer trust can also lead to customers willing to avail the services from other hotels within the UK hospitality sector due to the threat of cyber-attacks. Along with this, with enough parking areas and better security, they might also drive towards better alternatives. This can result in a decline in sales margin with reduced competitiveness in the market. 
Reputational damage 
Public exposure related to a cyber breach could immensely damage the overall image of the company developing negative publicity while influencing brand perception as well. 
Operational disruption 
Acknowledging the severity of these attacks, critical systems could also be compromised resulting in temporary disruptions of services as well as difficulties in processing customer transactions (Kipping and Clark, 2012).


Increased demands of customer service 
Considering parking issues and cyber breaches, the customer service teams could be inundated with numerous unwanted queries as well as complaints while asking for information related to the availability of parking spaces and cyber-attacks. This could also put additional pressure on resources. 
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	Factors
	Impact

	Political 
	The tourism and hospitality sector can be impacted deeply by governmental regulations. Political fluctuations and any ban on travelling can lead to lower sales for Holiday Inn. Increased taxation on emissions can disrupt the overall profitability of the hotel while affecting customer service as to deal with the financial losses, the service or product costs might be inclined (Whittington et al., 2020).

	Economic 
	Certain investors can be interested in investing their monetary resources in hotels which have a positive value in the market. Additionally, certain economic situations namely recession, inflation and unemployment can also impact the company negatively (Jabbar et al., 2024). This can result in a shortage of employees to handle customer queries and resolve complaints effectively. Additionally, the changes in currency rates could also be induced and can reduce the revenue structure which could be utilised to improve the customer service management of the company. 

	Socio-cultural 
	Customer preferences, beliefs, and behavioural shifts can be considered. Holiday Inn can be mostly impacted as a part of the absence of adequate parking space to create parking issues. This can result in negative reviews to impact adversely on the brand image. Reminding the competition is hence required to understand customer buying behaviour and needs to foster positive customer experience (Safaeva et al., 2020).

	Technological 
	Technical tools in the hotel sector with in-depth knowledge are highly important. Thus, in case of any technical faults, the hotel can lose customer loyalty. Cyber attacks and phishing are common in the hospitality sector and hence, while leveraging key tools such as AI, data analytics and machine learning, Holiday Inn need to monitor its performance effectively. Also, a lack of proper technological knowledge among the employee base can result in data breaches as well (Ulker-Demirel and Ciftci, 2020).

	Legal 
	Legal factors such as regulations, laws and rules can influence directly the business operations of Holiday Inn. Instances like cyber attacks can impose legal complexities and obligations on the company from the side of affected customers. The regulations of the Data Protection Act as of 2018 need to be aligned with the current infrastructure of the company (Hartzog and Richards, 2020). 

	Environmental 
	Sustainability and carbon emissions are two key factors here. Thus, shifting towards renewable energy sources and reducing carbon footprint can be effective for Holiday Inn to boost its customer service while enhancing their satisfaction (Agbelusi et al., 2024).  
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SWOT Analysis
	Strengths
	Weaknesses

	Brand Awareness 
Holiday Inn has turned out to be extremely popular across the hospitality sector due to its superior services as well as amenities. Throughout this time they are constantly offering reliable and comfortable hotel rooms which attract a large number of customers (Hilton and Platt, 2020). 
Worldwide Presence
The company has established numerous supply chain networks all over the world. Additionally, they get numerous advantages such as repetitive consumers for their brand identity as well as loyalty programs.
Customer Service Excellence
They have outstanding customer service that assists in building brand loyalty and superior customer experience (Möller et al., 2020).
Diverse Amenities
The corporation provides numerous amenities to its consumers comprising restaurants, and wellness centres along with conference amenities which fulfil broader consumer demands (Hilton and Platt, 2020). 
	Cybersecurity Issues
Recently, the company has encountered several issues related to cyber-attacks which create data breaches and decrease consumer loyalty (Möller et al., 2020). 
Parking problems
Customers of Holiday Inn are facing challenges for their less parking space which increases their dissatisfaction level. 
Feedback Management
They have a weak feedback management system which is unable to solve customer queries efficiently (Hilton and Platt, 2020).
Dependence upon Online Booking Platforms
Customers depend heavily on third-party platforms instead of their official website which decreases the earning ratio of the company (Gebre Borojo and Yushi, 2020). 


	Opportunities
	Threats

	Boosting Cybersecurity
The company can safeguard essential information and enhance the trust of customers by providing greater investment and time towards cyber security measures (Akpan et al., 2021). 
Enlarging Parking Facilities
Customer satisfaction levels can be enhanced by solving the parking issues and enhancing the current parking space.
Implementing Technology
Employing modern tools and technologies, especially AI-driven chatbots, mobile check-ins as well as smart rooms might increase operational effectiveness (Akpan et al., 2021).
Sustainability Initiatives
Leveraging environment-friendly practices they might grasp the attention of eco-conscious customers and enhance the brand identity. 
	Enhancing Cyber Attacks
Cyber attacks are one of the greatest threats to every company operating in the hospitality industry (Möller et al., 2020).
Economic Breakdown
Economic breakdown might arise due to several reasons such as inflation and tax variation which can negatively impact the overall profit margin and revenue (Akpan et al., 2021).
Competition
The hospitality industry has been highly competitive which might create plenty of challenges in front of the company which needs constant adaptation of new technologies and regulations based on the marketplace trends (Andersen et al., 2022).  
Regulatory Variations
Variation within data safeguarding rules and other norms needs constant modification that could be expensive as well as critical to employ.
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TOWS analysis	
	
	Opportunities
	Threats

	Strengths
	Strengths to exploit opportunities
Increasing brand identity for sustainability practices
Using a powerful brand identity the company might implement several sustainability principles. Through promoting environment-friendly principles the company can grasp the attention of eco-conscious customers along with increasing its reputation.
Using worldwide presence for technology implementation
The company can implement modern tools and technologies such as AI-driven chatbots, mobile check-ins as well as smart rooms by which operational effectiveness can be increased. Through implementing these techniques alongside the worldwide network they can boost customer satisfaction considerably (Saad et al., 2021).
	Strengths to mitigate threats
Enhancing customer service to tackle competition
The company has strong customer service and by using this effectively they can differentiate their services from their competitors. In addition to this, they might employ customised services as well as different loyalty programs in order to attract more customers and retain existing ones (Saad et al., 2021). 
Focusing upon wide services to handle economic downturns
Holiday Inn has been generally recognised for its wide range of services which they typically use to attract customers. Additionally, by providing package offers they can enhance their revenue which will assist them in tackling economic breakdown (Bullough et al., 2022).

	Weaknesses
	Weaknesses to exploit opportunities
Boosting cybersecurity for enhancing trust
The company should provide huge investments within its IT framework as well as employee training programs in the direction of addressing cyber attack-related issues. Therefore, in this way, they might safeguard consumer information, regenerate trust as well as employ the latest tools and techniques (Saad et al., 2021). 
Enlarging parking amenities to increase consumer satisfaction
Through overcoming the parking challenges through enlarging or enhancing the amenities the company can boost the satisfaction level of consumers particularly for business visitors as well as event managers. As a result, the booking quantity and overall revenue will be increased significantly (Liguori and Pittz, 2020). 

	 Weaknesses to mitigate threats
Decreasing dependence upon online booking platforms
Focusing on official websites and direct booking channels can decrease the dependency of people on other websites and improve the earning ratio.
Increasing feedback management to highlight regulatory variations
Improving feedback management systems they can easily resolve consumer queries and reduce the negative impacts (Liguori and Pittz, 2020).



Action Plan

	Number
	Problem
	Solution
	Desired outcome
	Time
scale
	Completion Date
	Planned
Budget

	1
	Parking Issues
	The company can enlarge and enhance parking amenities by taking adjacent land as well as employing a superior administration system (Ebert and Griffin, 2020). 
	This is going to enhance overall consumer satisfaction, guest experience and booking quantity (Liguori and Pittz, 2020).

	4 months

	04/03/2025
	£1,100,000

	2
	Inefficient Feedback Management
	They should pay high attention to the current feedback management framework which comprises automatic responses, in-depth analysis as well and real-time status (Ebert and Griffin, 2020). 
	The queries of the customers will be solved quickly after implementing this approach effectively which will boost the satisfaction level of guests as well as increase the brand identity (Katırcıoğlu, 2024). 

	6 months
	10/05/2025
	£160,000


	3
	High Dependency upon Online Booking Platforms

	The company must modify their current reservation website and by optimising it they can generate more revenues. User-friendly interface and mobile accessibility will also attract customers significantly (Loureiro et al., 2021).
	This is going to enhance direct booking of the customers, help to generate more earnings as well as decrease dependency (Ebert and Griffin, 2020). 

	8 months
	15/ 07/2025
	£200,000


	4
	Cyber Attack Issue
	The company to mitugate the issue of cyber attack can integrate high security firewall and encryption as it will allow the company to safeguard the data of the customers within the organisation 
	This will enhance customer satisfaction and loyalty as the customers will be assured about their safety. 
	10 months 
	11/11/25
	£500,000
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Holiday Inn is a famous name in the hospitality chain, currently, the organisation faces certain challenges in offering better and advanced consumer support. Apart from that, a huge number of consumer segments are reported against the organisation of parking issues and cyber security threats which negatively impacts the brand reputation of the organisation within the global market (Morrison, 2022). Potential challenges to mitigate these issues are mentioned below, which allow the organisation to be successful. 
Investment in Staff Sourcing 
Mostly travellers and beneficiaries of the hotel are reported against the organisation of poor consumer service. In order to mitigate these gaps effectively, the management of the organisation is recommended to pay money into staff selection and recruitment processes to get talented and experienced staff within their workplace (George, 2021). They are recommended to put some attention to the comprehensive employee training and development programmes which will allow the employees to address the queries of the consumers in time and offer them better services. The hotel can empower its frontline ground staff to make decisions and take responsibility for their own work to improve performance. Apart from that, digital transformation, technology and automation, CRM tools and regular surveys of the consumers regarding the existing services of the hotel will help the hotel to improve its performance (Subramony et al., 2022). 
Optimise Parking Space 
It is identified that limited space parking is a potential issue of Holiday Inn services and consumers face multiple challenges in parking their vehicles for a long time. In this context, the hospitality firm is recommended to invest in optimisation of parking space (Francis, 2020). They can utilise a smart parking system which will help them maximise the available space of parking. The hotel is recommended to invest in valet parking which is better than the convenient parking practices and the travellers might benefit (Phillips, 2023). Apart from that, to resolve the issue the hotel can collaborate with nearby parking facilities offering companies or spaces at an affordable price. 
Improve Security Infrastructure 
Vulnerable cyber attacks and data branches lead to a lack of trust among consumers and organisations face a potential decrease in their revenue generation. In this regard, Holiday Inn is recommended to invest in improving its existing cyber security infrastructure (Rawson and Davis, 2023). The company can spend on inducing firewalls, encrypted technologies, two-step authentication and fraud detection techniques to offer better consumer support. Apart from that, the hotel can invest in security checking and penetrations audits in a regular base to identify potential challenges within its operations. Compliances with organisations with CCPA and GDPR regulations can protect them from these kinds of cyber threats (Rasli e al., 2024). 
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Regular Monitor 
Holiday Inn can invest in regular assessments of their consumer services and employee performance to measure the rate of success. It can help organisations to get comprehensive input regarding the preferences and demands of the consumers (Orieno et al., 2024). This practice allows the organisations to make positive and better relationships with the consumers to ensure their more arrivals within this hotel. It allows organisations to make effective decisions considering the performance of their employees in the workplace and offers them access to their required resources (Liu et al., 2024).



Positive Feedback 
Positive feedback is the potential feedback which allows the Holiday Inn to certify the rate of satisfied consumers under the operating areas of the hotel chain (Peiris, 2024). It is analysed that positive feedback from the consumers regarding their consumer support, data protection and parking facilities can assist the organisation in ensuring that their initiatives and investments are effective enough (Omaghomi et al., 2024). Apart from that, a low rate of employee layoff and turnover will help in analysing the rate of success and progress in the value chain of the organisation. 
Increase Travellers Arrivals 
An influx in the arrival of consumers to the hotel will assist the organisation in analysing the success rate of its recommended practices. Furthermore, global expansion, and increase brand visibility and awareness will ensure higher consumer generation (Ivasciuc, 2020). Increase profit generation ensures that the organisation achieves success rate in the competitive market. The commitment of the organisations towards society, environment and community well-being helped in increasing the rate of travellers arrivals. 
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Change management strategies refer to a different action plan which helps the organisation to adopt some effective strategies considering the changes within the market (Nnaji et al., 2024). Change management is the foundation of organisations to certify growth and development. In this context, it can be stated that implementing the Change Management model of Lewin within the organisational performance of the hotel can improve their existing operations. The framework consists of three stages such as unfreeze, change, and refreeze. It allows organisations to adopt change and ensure sustainable development within their organisational activities. The implementation of this framework within the organisation will allow the organisation to ensure long-term support and improve its gradual performance in the changing market (Momani et al., 2022). 
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Unfreeze 
Unfreeze is the first stage of Lewin’s change management model which helps in analysing the perception within the organisation to improve management operations (whatfix, 2022). Following this stage, the organisation can prepare a list of its affected stakeholders within their organisational culture to modify their existing services considering the changes. In the context of Holiday Inn, the main requirement is to improve the infrastructure of the organisation to offer advanced consumer support and guidance (Aktas, 2024). Due to communication problems, and the rude behaviour of the employees, the employees faced certain challenges in their room services. Most of the operations of the organisations rely on the internet and servers are down, poor networks and some other fostered multiple challenges (Limna, 2023). Hence, it can be stated that to improve the performance of the hotel they are recommended to spend on awareness and development programmes to empower their employees with different skills and expertise to offer better consumer services. Apart from that, it can be stated that a comprehensive assessment will be required by the organisations to analyse the upcoming changes and the issues involved with the connected operations of different stakeholders (Astuti et al., 2024).
Change 
It is the second step of this model and deals with the implication of change management initiatives to help organisations. Following this model, the organisation can ensure that an agile and transformative approach will be required within the existing operations to increase its revenue generation and brand presence (Osei et al., 2020). Holiday Inn can utilise and incorporate both positive and negative feedback from its consumers to smoothen its services. The organisation can pay attention to continuous information flow within their operational areas to support the consumers and staff. In this case study, effective resource allocation, budget estimation and technological integration are the significant change initiatives that the organisation can implement to improve their overall performance. It can be stated that, for this kind of changes within the organisation trained and efficient employees will be required within the organisation (Channell, 2021). The company ensure teamwork and cross-cultural collaboration with different departments within their operational chain to ensure the transition and effective resource breakdown. 
Refreeze 
It refers to the final and last stage of this framework and allows organisations to solidify the change that they want to implement in their organisational performance to ensure brand development and employee well-being (Guerra-Montenegro et al., 2021). Holiday Inn faced certain barriers and blockages in improving its existing operations following an agile organisational approach and digital operations. The hotel implements certain tactics and strategies to mitigate the negative impact of its modified practices (Rosete et al., 2020). They invest a limited amount to address the negative feedback of the consumers accordingly to promote a loyal consumer base. Hence, it has been stated that joint actions of the organisation towards the change initiatives in offering advanced consumer support will help the company to improve its performance (Salama, 2024). 
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It is analysed that digital transformation has evolved over the years and the popularity of the hotel chain has increased too. In this context, Holiday Inn invest in innovation and technological integration to increase operational efficiency growth and development (Palguna, 2021). The organisation can use different analytical tools to evidence the increased rate of success and revenue generation. Staff motivation and empowerment will help the organisation to manage different operations of the organisations and improve the performance of Holiday Inn. 
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Improve Client Satisfaction 
Holiday Inn spends on offering better consumer satisfaction rates to its beneficiaries by empowering them with potential feedback. The valuable reviews of the clients allow the organisations to take some steps toward the areas where improvement is required (Ersoy, 2023). In this context, the hotel chain spends money on multiple consumer surveys, ratings and review groups which helps the organisations differentiate their offerings and services from other hotels in the market. They use different platforms such as social media, email, CRM tools and some others (Huertas-Valdivia et al., 2022). It offers real-time service offerings to the consumers considering the challenges they face within the organisation. Apart from that, it can be stated that positive feedback and high ratings will allow consumers to attract consumers towards the brand (Susanto et al., 2022). 
Improve Operational Efficiency 
The organisation can implement different and advanced tools to improve their operational efficiency and maximise the performance of the organisation (OCHANSIRI, 2024). In the context of Holiday Inn, it can be stated that they invest a lot in leveraging automation and artificial intelligence which helps them in offering real-time experiences to its customers. It allows organisations to reduce their operational costs and improve consumer support (Commey et al., 2023). Apart from that, it can be stated that implementing this framework within the organisation can boost their organisational efficiency and guest experiences which leads them to get more profit and revenue collections. 





Increase Loyal Consumer Base 
After analysing the change initiatives within the organisation it can be stated that employee development and awareness programmes help the organisation in ensuring a loyal consumer base (Gedia et al., 2023). It is analysed that additional space for parking, advanced security and 
data protection facilities, and better room service and accommodation will help the organisation to ensure a loyal consumer base. It allows the organisations to reduce the rate of employee turnover and credibility within the organisations (Liu, 2023). The above techniques and practices allow the organisation to thrive in the competitive market for a long time. 
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	Initiatives 
	Cost (£) Yearly 

	Training and Awareness to the Employees 
	12,000

	Improve Technological Infrastructure 
	45,000

	Training and Rewards 
	10,000

	Improve Room Service and Quality 
	8,000

	Miscellaneous 
	5000

	Total 
	80,000












Analysis 
The above cost-breakdown structure helps in analysing the estimated cost required to improve the organisational practices and consumer satisfaction rate. It is analysed that potential resources of budget and their effective allocation will help the organisation to improve their operational performance (Cao, 2022). It is analysed that, the company will be required and estimated of £80,000 pounds to improve their yearly operations. Holiday Inn will be required around 12,000 pounds to offer training and awareness support to its employees. They will put around 45,000 pounds into their technological infrastructure development due to data breaches and cyber-attacks. In order to offer quality room services, training and rewards to empower the employees the hotel will be required an estimated 8000 pounds and 10,000 pounds to improve the management operations. 
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After analysing the above report, it has been stated that the hospitality sector faced potential changes in their operations within the global market. The above consultancy report has aimed to offer certain solutions to organisations so that they can modify their organisational practice and offerings. Holiday Inn has operated within the global chain and runs its operations under the flagship of IHG Hotel. The organisation faced certain challenges in offering advanced consumer services across its service chain around the world. It has been also identified that parking and cyber-attacks are prominent issues of the hotel which leads to ineffective operations within the organisation. The causes of these issues have also been identified in the report which states that the issues faced by Holiday Inn are the results of their poor monitoring process, ineffective management strategies, improper space management and many more. An issue in the strategies implemented by the company’s HR department has also been figured out resulting in an inefficient workforce. The overall workforce of the venture lacks various essential skills and capabilities including technological skills, customer skills and organisational skills. As an after-effect of these factors, Holiday Inn has been impacted quite negatively and some of the effects are loss of customer trust and loyalty, reduced number of sales and brand identity damage. Problems like operational disruption and increased demands of the customer service have also taken place in the business. In order to analyse the business running approaches of Holiday Inn and understand their effectiveness, a brief PESTLE analysis has been conducted. By completing the PESTLE analysis, this has been identified that the elements of the framework are highly impactful on the operational strategies of the selected hotel company. First of all, the political factors may possibly affect the taxation rules and customer services of Holiday Inn whereas the economic factors may impact the financial management approaches followed by the entity. The socio-cultural factors describe that the brand must focus on customer buying behaviour to improve the customer services and gain profits. With the help of the SWOT analysis model, it has been understood that brand awareness, global presence, excellence in specific areas of customer service and diversity in the amenities are the strengths of the venture. On the other side, certain issues faced by the venture, poor feedback management and many other factors work as the weaknesses of Holiday Inn. After analysing the threats and opportunities of the entity linked to the identified weaknesses and strengths of the company this can be stated that the provided recommendations can help the business to recover from the challenging situation. Strategies like optimisation of parking space, investment in staff sourcing and enhancement of the security-related infrastructure can undoubtedly support Holiday Inn to regain its effective profit margin.
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