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[bookmark: _Toc127917751]Executive Summary
This report is a consultancy report on the Hilton London Kensington. The consultancy reports are useful to find any problem that exists in the business and to suggest possible actions to solve them i.e. recommendations. First, this consultancy report provides a detailed analysis of the scope of the report and an analysis of the background. The report aim to identify the issues with the hotel to provide proper recommendations to enhance the efficiency of the hotel. Hilton London Kensington is a part of the famous hotel chain Hilton. The hotel has a set of loyal customers who choose their service over others. However, there are many negative reviews for the hotel services that are affecting the hotel’s popularity and sustainability. The issues related to the hotel includes both managerial and structural issues.  This hotel is famous among the people of the UK and the people perceive the hotel of high reputation. The hotel has received both positive and negative reviews from customers regarding its service. The negative reviews include many obligations regarding many different facilities and structures of the hotel. The business in this industry faces drastic impacts from any change in the macro environment. The new tax restrictions and travel restrictions are added burdens on this sector followed by political instability and high inflation. The inflation rate is high and increased to around 8% causing low disposable income and thus less customers in the hotels. The social context is changing as inflation has reduced the amount spent on travel and luxury thus leading to fewer customers for the hospitality industry. The use of digital technology for marketing promotion and customer reach has increased. The people of the UK now prefer brands or hotels that promote environmental sustainability due to worldwide awareness about environmental restoration. The legal framework has changed in terms of tax restrictions, hygiene measures, and BREXIT. 
The major strength is the strong supply chain the hotel has, a strong brand image and high performance in stock. The major weaknesses include poor quality in recent years and the efficiency of customer care service is deteriorating. Social media marketing has opens the opportunity to do high promotion at minimal cost and increase customer reach. The rising inflation and recent economic downturn are major threats to the hotel. The major issues reported here includes faulty air conditioning, fittings & fixtures, hotel room arrangements, toiletries, broken furniture, hotel architecture, lift, arrogant behaviour of employees, information Update, online booking  & confirmation, slower Service, and customer care service. There are many reports from the customers that the service of the room is not up to the mark. The air conditioners of the hotel room are faulty creating a bad image of the hotel. The hotel fittings and fixtures of were broken. The hotel management needs to fix those to ensure quality service. The hotel must also ensure the refill of toiletries in time and ensure proper stock. The hotel needs to do some changes in its infrastructure and furniture as some of them needs serious renovations. The furniture of the hotel needs to be changed and some needs to be repaired. The hotel needs to be painted and decorated. Some customers reported that the rooms were not organized enough and the cleanliness of the room is not maintained. Moreover, the room services are not efficient enough to fix those in time. Some also reported that the room’s telephone was not working. The wall and celling of needs to be repaired as in some places the wall and celling is dropping. The number of lifts need to increase as they are not enough to serve the need of the customers. The customers have reported that the behaviour of staffs in the reception and other members were not satisfactory. Those staffs were very arrogant in their approach and showed no interest to provide the customers the needed assistance. The customers have the hotel takes long time to respond to customers. The hotel needs to make their service fast and efficient in order to ensure profit in the existing market. The company needs to improve their online services. The website must be developed to provide needed support for smooth booking, confirmation, and service. Hire IT support to create this facility. The report listed the findings and provided an action plan with financial considerations. The recommendations for the hotel to solve these problems are provided based on priority. The hotel needs to find out the faulty air conditioners and fix them as this is creating a bad image for the hotel and install new lifts as the number of lifts are lower than the need of the customers. The lift installations need time thus the hotel must do it immediately. Moreover, the old lifts need to be repaired as they have become very slow. The hotel must put more focus on maintaining the cleanliness of the hotel as there were reports that the lifts, other areas, and rooms were not clean enough. These create a direct negative impact on the hotel’s brand image. Thus, this needs to be checked properly. The customers reported that the hotel fittings and fixtures are broken. The hotel authority needs to find out all the broken fittings and fixtures in the hotel and fix them. The in-room arrangements are not quite satisfactory and the hotel authority must fix them all. The hotel must work on ensuring good service from the staff and professional behavior. Proper training and development is key here. The hotel must update information on their website regularly and also making it easy of the customers to book and cancel reservations online.


[bookmark: _Toc127917752]Introduction
A consultancy report is a type of report that is prepared by a consultancy company for its client when the client does not have the time or resources to conduct the needed research. This report is a consultancy report on the Hilton London Kensington. The consultancy reports are useful to find any problem that exists in the business and to suggest possible actions to solve them i.e. recommendations (Ololube et al., 2015). Business consultancy reports are quite popular in the business world where companies hire external consultants to help the business to identify and solve the problems within the business context. This report will be focused on the Hilton London Kensington (Taylor et al., 2010). The purpose of this consultancy report on the Hilton London Kensington is to identify the major problems in the hotel related to its service, features, structure, amenities, and organization thus providing a viable solution for the business. The report will address many issues of the hotel such as bad customer experience, cleanliness, features & fixtures, room services, and customer satisfaction etc. (Brown and Clow, 2012). The report first provides the background of the research by evaluating the scope of the research. First, it provides a detailed description of the hotel followed by a SWOT & PESTLE analysis of the hotel to provide background research (Tinnirello et al., 2010). This provides the basis of recommendation to the company. SWOT analysis provides the overview of the internal environment of the hotel and the PESTLE analysis provides the macro environment where the business operates. Then the report identifies the problem with the business and its operation. The report also uses another audit framework to evaluate the problems along with the financial performance. The organisational audit provides an understanding of the organisational framework and the problems associated with that. The next section will include the recommendations for the company along with the proper action plan to achieve that. 


[bookmark: _Toc127917753]Scope & Analysis
This part of the consultancy report provides a detailed analysis of the scope of the report and an analysis of the background. The report aim to identify the issues with the hotel to provide proper recommendations to enhance the efficiency of the hotel. For the proper background analysis, a detailed description of the hotel’s background.
[bookmark: _Toc127917754]Background of the Hotel
Hilton London Kensington is part of the famous hotel chain Hilton Hotels and Resorts. This is a very recognized brand in the hospitality industry and has a great reputation around the world. This is a flagship brand of Hilton, an American multinational hospitality company (Seo et al., 2017). This hotel is one of the hotels of this multinational chain. This hotel is located at the heart of the Holland Park district. The hotel has around 130 rooms with 10 suits. The hotel’s reputation has always been above average in providing quality service. The hotel provides many facilities such as bars, lounges, car hire facilities, conference facilities, and a longue. The hotel also provides air conditioning, housekeeping, room service, VIP room facilities, a refrigerator, a flat-screen TV, a hair dryer, and non-smoking rooms. The hotel has received both positive and negative reviews from customers regarding its service (Seidl et al., 2013). The negative reviews include many obligations regarding many different facilities and structures of the hotel. Some reviews said the hotel’s staffs were not friendly with the customers, the response time of the customer care service is slow, their response to solving a problem is below average, the staff’s behaviour seems unwelcoming, and the room service is not efficient enough (Dessler, 2011). The negative reviews also include the poor bathroom fixtures, ceiling damage, poor cleanliness, the air conditioning not working properly, the bathroom space needing to be upgraded, and other electric fittings needing to be fixed. Even though there are negative reviews but there are a high number of positive reviews for the hotel which causes a high reputation for the hotel. The next part will include the analysis of the macro & microenvironment of the hotel with PESTLE analysis & SWOT analysis.
[bookmark: _Toc127917755]Analysis of the macro environment or PESTLE Analysis
The macro environment is one of the major issues that affect the operation of the business. The macro-environment has the ability to shape the business’s operation, growth, and profit. The macro impact cannot be mitigated with company strategies and action rather the company needs to implement strategies to cope with the effect of the macro environment (Hosmer, 1982). PESTLE analysis is the framework to evaluate the effect of the macro environment by evaluating the macro factors of the environment. There are total 6 factors that are evaluated in the framework of PESTLE analysis. Those factors are political factors, economic factors, social factors, technological factors, legal factors, and environmental factors. The hospitality industry is volatile to macroeconomic changes and revenue in this sector is highly cyclical with the economic condition. The PESTLE analysis of the Hilton London is presented below:
	[bookmark: _Hlk120239682]Factor
	PESTLE Analysis of Hilton London Kensington

	Political factors
	· The government of the UK have imposed a high tax on this sector.
· The travel restrictions are added burden on this sector
· The political stability of the country is low followed by high economic inflation and the resignation of the Prime Minister of the UK (Miller et al., 2001).
· The war between Ukraine & Russia
· The imposition of BREXIT has an impact on the industry as a whole.
· The UK has left the EU thus the travel restrictions will be high thus less tourist in that region.

	E (Economic)
	· Inflation rate is high and increased to around 8%.
· Low disposable income.
· The economy is facing recession (Rothaermel, 2016).
· Growth of the hospitality industry has slowed down.
· Low GDP growth
· CAGR of hospitality industry reduced to 2.81%.

	S (Social)
	· Inflation has reduced the amount spent on travel and luxury.
· The customer’s mindset has changed due to the  prolonged lock down.
· Social distancing and new hygiene norms have changed how the customers react to hygiene & safety regulations (Taylor et al., 2010).

	T (Technological)
	· The new social trend is to use digital technology for marketing promotion and customer reach (Kreitner and Cassidy, 2012).
· Customers are more interested to use digital technology in case of bookings and customer services as new reach of digital technology has shifted the frame.
· The frequency of digital payment has increased as more people prefer digital payment. 

	E (Environmental)
	· Environmental awareness has increased in society.
· People now prefer hotels that put emphasis on restoring the environment.
· Using toiletries that can be recycled is a demand.

	L (Legal)
	· The tax restrictions on the hospitality industry have changed.
· The new hygiene and safety measures after COVID-19 increased pressure on the hospitality industry.
· BREXIT has an important impact on the hospitality industry.



The hospitality industry is highly sensitive to the macro environment as this is a luxury good. The business in this industry faces drastic impacts from any change in the macro environment. The first component is political factors. Political volatility affects the hospitality industry highly (Serpa et al., 2010). The new tax restrictions and travel restrictions are added burdens on this sector followed by political instability and high inflation (Daft, 2015). The war between Ukraine & Russia and the imposition of BREXIT has an impact on the industry as a whole. Moreover, The UK has left the EU thus the travel restrictions will be high thus fewer tourists in that region and less profit. The economy of the UK is going through some major shifts in the economy (Hellriegel et al., 2017). The change in economic forces affect the business in hospitality industry. The inflation rate is high and increased to around 8% causing low disposable income and thus less customers in the hotels. Moreover, the economy is facing recession as the growth of the hospitality industry has slowed down. All resulting in low GDP growth and low CAGR of the hospitality industry i.e. 2.81%. The social context is changing and that affects how the hotel runs its business. Inflation has reduced the amount spent on travel and luxury thus leading to fewer customers for the hospitality industry (Regnery et al., 2018). Moreover, the customer mindset has changed due to prolonged lockdown and social distancing and new hygiene norms have changed how the customers react to hygiene & safety regulations. The technological environment has also changed (DuBrin, 2010). The use of digital technology for marketing promotion and customer reach has increased. Customers now prefer to use digital technology in case of bookings and customer services and the frequency of digital payment has increased as more people prefer digital payment (Taylor, 2010). The people of the UK now prefer brands or hotels that promote environmental sustainability due to worldwide awareness about environmental restoration. The legal framework has changed in terms of tax restrictions, hygiene measures, and BREXIT.
[bookmark: _Toc127917756]SWOT Analysis or Internal Environment Analysis
SWOT analysis is done to evaluate the internal environment of the business (Brown, and Clow, 2012). This framework evaluates 4 forces such as strengths, weaknesses, opportunities, and threats. The SWOT analysis of Hilton London Kensington is presented below:
	Strengths
	Weaknesses

	· Strong supply chain
· Strong brand image
· The stock performance is high
· Strong market knowledge
· Loyal set of customers
	· The efficiency of customer care service is deteriorating
· The hotel’s use of technology is not efficient
· Employee efficiency is quite low (Werner, 2002).
· The hotel’s amenities are not well furnished and need renovation.
· Poor customer ratings

	Opportunities
	Threats

	· Social media marketing
· Globalization has opened doors to new developments
· New technologies to attract new customers
	· High inflation
· Economic downturn
· Increased restrictions on travel
· BREXIT
· High competition



The hotel has many points of strength that act as the base of doing business in the hospitality industry. The first strength is the strong supply chain the hotel has as it has been in the market for a long time. The hotel has a strong brand image and high performance in stock. Furthermore, the hotel has the strong market knowledge and a loyal set of customers (Cavagnaro and Gehrels, 2009). The major weaknesses include poor quality in recent years and the efficiency of customer care service is deteriorating. The hotel’s use of technology is not efficient and employee efficiency is quite low. The hotel’s amenities are not well furnished and need renovation (Kreitner and Cassidy, 2012). Furthermore, the customer has given poor ratings to their service. Social media marketing has opens the opportunity to do high promotion at minimal cost and increase customer reach (Labajo-González et al., 2019). Globalization has created ways to attract customers all around the world that opens an opportunity to enhance the customer base (Steven, 2021). The use of new technologies is also helpful in attracting customers. The number of threats is many. The rising inflation and recent economic downturn are major threats to the hotel. Moreover, the increased travel restriction, introduction of BREXIT, and high competition due to lower economic growth are threats to the hotel’s profitability & growth.


[bookmark: _Toc127917757]Main Body
The Hilton London Kensington is a famous hotel in the UK. The hotel has a wide range of customers. The hotel has a satisfactory performance but there are many negative reviews along with positive reviews for the hotel’s performance (Coulter, 2014). This portion of the report deals with evaluating the issues in the hotel’s operation and management with different managerial frameworks and providing solutions to each issue observed. This portion will include a thorough evaluation of the hotel both positive and negative reviews.
[bookmark: _Toc127917758]Analyzing the issues with the hotel
[bookmark: _Hlk127966883]The Hilton London is one of the most famous hotels in the country. The reputation of this hotel is above average (Whittington et al., 2020). The hotel has good experience in the market and has been serving the market for a long time. The hotel has a set of loyal customers who choose their service over others (Gonzalez-Padron et al., 2011). However, there are many negative reviews for the hotel services that are affecting the hotel’s popularity and sustainability. The issues related to the hotel includes both managerial and structural issues. The issues are presented below with proper recommendations:
The issues related to the structure of the hotel is as follows:
· Air condition: Many of the customers have reported that the hotel’s air condition was not working. The hotel’s air conditioning was not upgraded and the old ones do not provide proper services to the customers (Helms, 2018). The customers added that is summer it becomes unbearable as the air condition doesn’t provide proper service.
·  Fittings & fixtures: The customers of the hotel reported that the hotel fittings and fixtures of were broken. The shower was reported to be broken by many customers. Moreover, the staffs are not concerned to fix that for the customers. The other fittings such as doors and windows are faulty (Fierke, 2020).
· Hotel room arrangements: Even though most of the customers reported to be satisfied with the room’s arrangements but there are many customers who reported otherwise (Daft and Marcic, 2022). Some customers reported that the rooms were not organized enough and the cleanliness of the room is not maintained. Moreover, the room services are not efficient enough to fix those in time. Some also reported that the room’s telephone was not working.
· Toiletries: The customers reported that the hotel doesn’t provide sufficient toiletries in the rooms and is very slow when it comes to refilling. Moreover, the hotel must increase the number of products they provide to ensure the customers are getting what they need (Dowling, 2018).
· Hotel Architecture & Furniture: The customers reported that even though the hotel’s decoration and architecture are good and eye-catching but they have become old. The toilet tiles are falling and need to be renovated (Brigham and Houston, 2013). Moreover, the furniture of the hotel has become worn out and in some rooms, some furniture is broken. The customers have reported that there are chairs, tables, and beds that need to be repaired.
·  Lift & cleanliness: The customers have reported that the hotel has lifts that are not sufficient and always full of people and the amount of time spent in line is high (Décosterd, 2019). Moreover, the lifts are not clean as the pressure on the lift is high. Now talking about the overall cleanliness of the hotel, the hotel is moderately clean but there are areas where improvement is needed.
Now, the issues related to the management of the hotel. This is related to the service they provide to the customers and how they serve the customers. The customers have reported many issues related to the management and service of the hotel. The feedback provided by the customers are summarized below:
· Slower service: The customers have reported that the service of the hotel is very slow. The room service takes longer to respond, serve food, or fix problems in the room. The customers said the other hotels have faster service. The staffs take longer to process requests of the customers most of the times they get bored (Lynch et al., 2018).
· Staff’s behaviour: The room service have very nice behaviour according to the customers. The room service provides proper assistance (Cohen, 2010). However, the customers have reported that the behaviour of staffs in the reception and other members were not satisfactory. Those staffs were very arrogant in their approach and showed no interest to provide the customers the needed assistance.
· Online services: Customers now have a high preference for online services. Customers now prefer online booking and service taking. However, booking of this hotel online is very easy and user friendly but cancellations can be very painful. Moreover, the website information is not regularly updated (Van Reenen et al., 2016).
· Customer care service: The customer care service is average of the hotel. There are many points where they can improve to give better services. The customer care service doesn’t have proper employee arrangement to serve the customers and thus the delay period is very high (Gonzalez-Padron, 2011).
So, these are the key issues related to the hotel according to the reviews of the customers. On the basis of the reviews there are some recommendations that the hotel can follow to enhance the performance of the customers. The recommendations for the hotel is listed next.
Recommendations for the Hotel
There are a set of recommendations for the hotel that the hotel must follow to improve its performance and increase customer satisfaction (Schermerhorn and Bachrach, 2023). Customer satisfaction is the key to the success of hotels. The hotel business is based on how satisfied the customers are. Customer satisfaction creates loyal customers that increase the loyal customer range which increases the profitability of the business (Aras and Crowther, 2012). The recommendations are as follows:
· [bookmark: _Hlk127967610]Air conditioning is a very important amenity that needs to be available in such a luxurious hotel. The hotel needs to find out the faulty air conditioners and fix them as this is creating a bad image for the hotel (Boal and Hooijberg, 2000).
· The hotel needs to install new lifts as the number of lifts are lower than the need of the customers. The lift installations need time thus the hotel must do it immediately. Moreover, the old lifts need to be repaired as they have become very slow (Schuler,2014).
· The hotel needs to put more focus on maintaining the cleanliness of the hotel as there were reports that the lifts, other areas, and rooms were not clean enough. The manager needs to provide strict instructions to the staffs to ensure a clean environment for the customers (Clark, 2005). Moreover, the customers have reported the bed sheets, curtains, and pillow cases were not cleaned properly. These create a direct negative impact on the hotel’s brand image. Thus, this needs to be checked properly (Scholes et al., 2012).
· The customers reported that the hotel fittings and fixtures are broken. The hotel authority needs to find out all the broken fittings and fixtures in the hotel and fix them. Broken fittings and fixtures create a poor image of the hotel (Drucker, 2012).
· According to the customers, the in-room arrangements are not quite satisfactory including the toiletries, bed sheet, and telephone. The hotel authority must fix them all. The hotel must provide sufficient toiletries to the rooms and refill them when needed (Munson, 2019).
· The hotel also needs to fix the needed furniture as there are many of broken furniture in the hotel rooms.
· The hotel has slower service compared to its competitors. To increase efficiency of their service, the hotel can employee more employees and control them properly (Ranchhod and Gurău, 2017).
· Some of the customers have reported that the behaviour of the staffs were not satisfactory and in some cases they were arrogant and rude. The hotel management need to train these employees on how to handle customers without offending them (Hamel, 2008).
· The hotel must work on their website by updating information regularly and also making it easy of the customers to book and cancel reservations online (Smith and Silva, 2017).
· The hotel must improve their customer care service by increasing the number of people working in that division and reducing delay in responding and providing service to the customers (Martin, 2017).
So, these are the recommendations for Hilton London Kensington in order to improve their services and ensure profitability and growth.
[bookmark: _Toc127917759]SOSTAC Model of Strategic Analysis
The SOSTAC model is a model of strategic planning that helps to plan the marketing strategy and campaigns of the business. This model is also helpful for strategic analysis which helps to evaluate the strategic structure of the business and look through actual objectives for setting strategic goals for the business (Reddy et al., 2011). Considering the existing problems with the strategic goals is crucial to set realistic goals and finding solutions for the problem. The SOSTAC model for Hilton London Kensington is evaluated below:
[image: Pin on Top Business PowerPoint Templates]

Figure 1: SOSTAC Model; Source: Campling, 2011
The SOSTAC model has 6 factors that are analysed that includes situational analysis, objectives, strategy, tactics, actions, and control (Van Reenen et al., 2016). This 6 forces creates a strategic context of the organizational strategic model. These 6 factors are evaluated below:
Situational Analysis: The situation analysis is the first part of the SOSTAC model. The situation here is the hotel’s review of the customers and how the customers view the hotel as a brand. The situation analysis includes reviewing the customer’s comment on the hotel’s service both the positive and negatives (Blanchard, 1986). As discussed before, the customers have suggested many points that need to be improved such as hotel cleanliness, customer care services, furniture renovation, staff behaviour, service quality, and infrastructure development. The strategic aim here is to solve these issues with proper strategic actions by the management within a specific time frame.
Objectives: This factor is the evaluating the objective of the strategic action of the hotel based on the situation discussed above. The situation is the problems related to the hotel’s structure and service. The objective of the hotel is to take strategic actions to solve the issues to enhance the hotel’s profitability and growth by improving the hotel’s image in the market (Burnes, 2014).
Strategy: The next strategy section here evaluates the strategy to solve the problems in the hotel. There are many issues that are reported by the customers. Proper strategic steps need to be taken by the management to solve these issues (Burnes, 2014). For instance, the hotel has low performance in customer care service as there are many complaints about the hotel’s cleanliness. The hotel management must train employees properly and provide them with proper guidance to ensure proper service to the customers in the hotel.
Tactics: The management of the company uses many tactics to implement strategies of management properly and achieve the strategic objectives of the business. There are many tactics that the business must follow to achieve its objectives of the business (Buttrick et al., 2009). The tactics include employee development, training facilities for the employees, taking control measures for proper coordination, doing proper renovation in the business, improving the fittings & fixtures of the hotel, and improving the online services to ensure quality services.
Actions: The management needs to take proper actions to ensure proper implementation of the strategic plan of the business (Brassington and Petitt, 2015). The management of the hotel needs to provide the employees proper guidance to employees and hire employees who are efficient enough to deal with the customers without making them dissatisfied. Moreover, the hotel management needs to make changes in the hotel decoration and infrastructure as they need proper renovation.
Control: Control indicates evaluating the results of the actions with the expected result from the strategic plan of the business (Hellriegel, 2017). The control activities here include here monitoring actions of the strategic plan and then comparing results with the expected results of the hotel.


[bookmark: _Toc127917760]Findings & Results
The portion of the report lists the findings and results based on the analysis above. The report focuses on the Hilton London Kensington and the issues reported by the customers. The customers have provided both positive and negative comments on the hotel (Correia, 2011). The hotel has a good reputation in the market thus ensuring customer satisfaction is important to keep this good image of the hotel (Jones, 2013). The hotel has a strong loyal customer base. The hotel needs to ensure the satisfaction of these customers to ensure the business’s success (Perry  et al., 2011). The result and findings based on the analysis above are as follows:
Hotel’s Amenities
	Particulars
	Findings

	Faulty Air Conditioning
	The air conditioners of the business are faulty and do not provide proper service to the customers. This is creating a bad image of the hotel thus affecting customer satisfaction (Labajo-González et al., 2019).

	Fittings & fixtures
	The hotel fittings and fixtures of were broken. The shower was reported to be broken by many customers. Moreover, the staffs are not concerned to fix that for the customers. The other fittings such as doors and windows are faulty.

	Hotel Room Arrangements
	Some customers reported that the rooms were not organized enough and the cleanliness of the room is not maintained. Moreover, the room services are not efficient enough to fix those in time. Some also reported that the room’s telephone was not working.

	Toiletries
	The customers reported that the hotel doesn’t provide sufficient toiletries in the rooms and is very slow when it comes to refilling. 



There are many reports from the customers that the service of the room is not up to the mark. The air conditioners of the hotel room are faulty. Thus creating a bad image of the hotel. The hotel fittings and fixtures of were broken. The hotel management needs to fix those to ensure quality service. There are things that need to be changed in the room arrangements. The hotel must also ensure the refill of toiletries in time and ensure proper stock.
Issues Related Infrastructure & Furniture
	[bookmark: _Hlk120447398]Particulars
	Findings

	Furniture
	The furniture of the hotel is reported to be broken and needs to be repaired. There are many furniture that have worn out and needs to be changed. 

	Hotel Architecture
	The hotel architecture needs to do some changes and then there are many walls where the celling is dropping and needs painting (Sloan et al., 1996).

	Lift
	The customers have reported that the hotel has lifts that are not sufficient and always full of people and the amount of time spent in line is high. The number of lifts must be increased to ensure quality service (Tinnirello et al., 2010).



The hotel needs to do some changes in its infrastructure and furniture as some of them needs serious renovations (Jones et al., 2013). The furniture of the hotel needs to be changed and some needs to be repaired. The hotel needs to be painted and decorated. The wall and celling of needs to be repaired as in some places the wall and celling is dropping. The number of lifts need to increase as they are not enough to serve the need of the customers.
Employee Management & Others 
	[bookmark: _Hlk120448357]Particulars
	Findings

	Arrogant behaviour of employees
	The hotel’s employees behaviour is arrogant and do not provide employees the needed support to the customers. The behaviour of the staffs needs to be rectified.

	Information Update
	The website of the hotel has information that is not updated which causes confusion among the customers while booking and reservations (Sen, 2020).

	Online booking  & confirmation
	Customers now have a high preference for online services. Customers now prefer online booking and service taking (Griffin, 2021). However, booking of this hotel online is very easy and user friendly but cancellations can be very painful. Moreover, the website information is not regularly updated.

	Slower Service
	The customers have reported that the service of the hotel is very slow. The room service takes longer to respond, serve food, or fix problems in the room (Munson et al., 2019). The customers said the other hotels have faster service. The staffs take longer to process requests of the customers most of the times they get bored.

	Customer Care Service
	The customer care service needs to be improved to give better services. The customer care service doesn’t have proper employee arrangement to serve the customers and thus the delay period is very high.



The customers have reported that the behaviour of staffs in the reception and other members were not satisfactory. Those staffs were very arrogant in their approach and showed no interest to provide the customers the needed assistance (Fierke et al., 2020). The customers have the hotel takes long time to respond to customers. The hotel needs to make their service fast and efficient in order to ensure profit in the existing market. Customers now have a high preference for online services (Munson et al., 2019). Customers now prefer online booking and service taking. However, booking of this hotel online is very easy and user friendly but cancellations can be very painful. Moreover, the website information is not regularly updated. The hotel also needs to work on its online services in order to ensure smooth experience for the customers.


[bookmark: _Toc120519719][bookmark: _Toc127917761]Action Plan
This portion of the report illustrates a proper action for the hotel in order to ensure profitability and growth. Its discussed above, there are many issues within the hotel both structural and non-structural that is creating a bad image of the hotel in front of the customers. In hotel business, bad image of the customers affect the business’s profitability and growth (Buttrick, 2009). As bad image of any hotel makes people disinterested to stay there as here the quality of service is important for the business image. The table below provides a detailed action plan for the hotel to improve their service:
	No.
	Problem
	Solution
	Desired Outcome
	Time Frame
	Date of Completion
	Est.
Budget

	1
	Fixing the faulty air conditioner and installing new ones where needed.
	The hotel must first find out the ACs that are not working or are faulty (Richter, 2010). Then needs to ensure the ACs are repaired and installed properly.
	The desired outcome here is increased customer satisfaction and reputation of the hotel. Thus, it will increase customers a profitability
	Around  60 days
	30/04/2023
	£28,000

	2
	Number of lifts needs to be increased as it cannot accommodate the guests in full seasons 
	The hotel management needs to install new lifts to decrease pressure on existing ones.
	This will provide customer convenience and comfort resulting in  customer satisfaction.
	8 months

	Around 31/08/2023, 
		£38,000




	3
	Replacing old furniture and repairing 
	The hotel managers need to do a through check and prepare list of the furniture with room numbers in order to fix them. 
	The furniture is an important part of convenience. Repairing them will result in customer satisfaction.
	4 months
	31/03/2022
	£30,000 


	4
	Repairing toilet  fittings and fixtures
	The customer needs to get a experience that is free of discomfort. The faulty toilet fittings and fixtures create discomfort among the customers (Noordzife, 2014).
	The customers will get quality service thus enhance the reputation of the company.
	1 month
	31/03/2022
	£10,000 


	5
	Service Efficiency
	The customers have reported that the service of the hotel is very slow (Werner, 2002). The management train and hire new employees to ensure efficient service to the customers
	Enhance company reputation in the market among competitors
	4 months
	30/05/2023
	£65,000 


	6
	Ensuring Hotel Cleanliness
	The hotel must ensure cleanliness to provide better service to the customers. Proper coordination and training can improve that.
	The desired outcome here is increased customer satisfaction and reputation of the hotel. Thus, it will increase customers a profitability
	1 month
	31/03/2023
	£10,000 


	7
	Employee behaviour and service
	Providing employees with proper training and controlling them properly to ensure quality service for the customers.
	Good employee behaviour and quality service will attract new customers and ensure smooth operation
	10 months
	30/11/2023
	£130,000 


	8
	Online Services
	The company needs to improve their online services. The website must be developed to provide needed support for smooth booking, confirmation, and service. Hire IT support to create this facility.
	Customers will get convenience when taking service from the hotel. Increase customer loyalty and satisfaction.
	2 months
	31/03/2023
	£20,000



[bookmark: _Toc127917762]Recommendation
The report here evaluates the problems that the customer reported into their reviews. The sections discussed above provides a detailed evaluation of the issues reported by the customers. Then enlisted the the findings from the analysis and what are the major point of development (Baecker, 2003). Among these issues some have high importance that needs to be solved immediately and other issues that can be delayed but needs to be solved in the long run (Cavagnaro and Gehrels, 2009). In this section, recommendations are provided based on the priority level of the issues. The recommendations for the hotel is as follows:
· The first thing that the hotel must work on is repairing and fixing the air conditioning in the hotel. As it’s a basic need for the customer stay in the hotel that is crucial for customer satisfaction. The customers consider this as basic amenity that customers expects (Lynch, 2018).
· The hotel needs to take immediate action to enhance hotel cleanliness and ensure clean and comfortable environment for the customers. The hotel’s cleanliness affects customer’s experience of staying thus ensuring a quality customer experience.
· The hotel must update their online service and provide enough support for the online services and customer care services.
· The bed sheets, toiletries, and in room facilities need to be maintained properly. The hotel must ensure a clean and standard room service when every new customer checks in (Jones, 2013).
· Another high priority action that the hotel must take is to repair the hotel fittings and fixtures to ensure quality service to the customers (Regnery, 2018).
· The hotel then work on  training and controlling employees to enhance service efficiency and quality (Robbins et al., 2012).
· The hotel then needs to employee more skilled employees to coordinate the online and customer care services more efficiently by providing smooth service faster.
· The hotel should consider installation of lifts as a long term objective and take immdidiate action to reduce waiting time for the lift.

[bookmark: _Toc127917763]Conclusion
A consultancy report indicates the reports where a company hire a consultancy company to prepare a report for its client when the client does not have the time or resources to conduct the needed research. This report is a consultancy report on the Hilton London Kensington. The consultancy reports are useful to find any problem that exists in the business and to suggest possible actions to solve them i.e. recommendations. Business consultancy reports are quite popular in the business world where companies hire external consultants to help the business to identify and solve the problems within the business context. This consultancy report on the Hilton London Kensington has identified the major problems in the hotel related to its service, features, structure, amenities, and organization thus providing a viable solution for the business. The focus of the report is Hilton London Kensington. Hilton London Kensington is part of the famous hotel chain Hilton Hotels and Resorts. This is a very recognized brand in the hospitality industry and has a great reputation around the world. This is a flagship brand of Hilton, an American multinational hospitality company. This hotel is one of the hotels of this multinational chain. The report includes SWOT & PESTLE analysis of the hotel to provide background research. Then the report identifies the problem with the business and its operation based on the customer reviews and ratings. The report also uses another audit framework SOSTAC to evaluate the strategic context of the hotel. The next section the report presents the findings and results of the research. There are issues related to the hotel’s amenities, fittings & fixtures, furniture & infrastructure, and staff related issues. The market performance of the hotel is satisfactory but these minor issues can hurt the business and reputation of the hotel. Thus, a proper action plan is provided with financial consideration to ensure proper implementation of the plan. This is followed by a set of recommendations for the hotel to enhance profitability in long run.
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