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[bookmark: _Toc135940935]1. Executive summary
The Hilton London Metropole hotel is a strategically located hotel in London that faces a variety of operational issues. This report includes a comprehensive consultant investigation of the hotel, identifying important issues and obstacles and making recommendations for improvement. PESTEL, SWOT, and TOWS analytical tools are used in the study to get insights into the hotel's internal and external aspects influencing its performance.
The Hilton London Metropole hotel is a luxurious facility in the centre of London. It has a lengthy history and is well-known in the hotel industry for its outstanding service and versatile event facilities. Guests have given the hotel great comments, praising its comfortable accommodations, helpful staff, and handy location. The Hilton London Metropole hotel has a solid reputation in the industry and is known for organising various events. 
Some issues such as Customer experience, sustainability practises, revenue management, digital transformation, and operational efficiency are all highlighted in this consultancy report. By addressing these challenges, the hotel may improve its reputation, attract more customers, and assure long-term industry success.
The macro environmental elements influencing the hotel's operations are investigated using PESTEL analysis. SWOT analysis reveals internal strengths and weaknesses, as well as external opportunities and threats. Furthermore, the TOWS analysis matches strengths with opportunities and fixes weaknesses to reduce dangers. These research methodologies are intended to provide actionable recommendations for the hotel in order to improve operations, create sustainable growth, and assure visitor pleasure. The hotel may improve its performance and assure long-term growth by aligning resources and correcting deficiencies. These evaluations and recommendations are intended to improve the hotel's operations, create excellent guest experiences, and keep the hotel's favourable industry reputation.
The analysis of The Hilton London Metropole hotel reveals several excellent characteristics of its operations, including broad menu choices, great client feedback on food and beverages, and pleasant accommodations. However, there are certain things that could be better, such as food innovation, room design, and interior upgrades. The study also emphasises the significance of maintaining proper personnel levels, improving employee training programmes, and incorporating visitor feedback into decision-making processes. 
The Hilton London Metropole hotel's findings highlight a number of beneficial features of the hotel's operations. The venue design and environment are ideal for conferences and other events, with the option of changing the interior decor to reflect current trends and visitor preferences. The guest rooms are praised for being spacious, comfortable, and well-equipped with modern comforts. Although the hotel has enough workers to satisfy visitor demand, there are opportunities for peak-period staffing assessments to ensure optimal service delivery. Existing staff training programmes should be supplemented with interactive and practical elements, and frequent performance reviews and feedback sessions can help to improve employees. In terms of food and beverages, the hotel has a diverse menu selection that accommodates a wide range of dietary needs. Guests appreciate the existence of a sufficient number of bars serving a choice of beverages. However, there is room for improvement in menu creativity, seasonal specials, and the use of sustainable and locally produced ingredients. The number and variety of bars fulfil the needs of guests, although the addition of themed or speciality bars could improve the overall guest experience. To satisfy different client tastes, the hotel offers a diverse food selection that includes both local and international cuisines. The addition of healthy menu items and the ability to accommodate dietary restrictions could improve the eating experience even more. The hotel's assets, according to the TOWS report, include a broad cuisine variety and convenient bar alternatives. However, in terms of service efficiency and delivery speed, there is space for improvement. 
The findings based on evidence and TOWS analysis laid the groundwork for the development of specific action plans and suggestions to enhance various parts of the hotel's operations. Enhancing employee training and development, optimising customer experience processes, applying dynamic pricing strategies, investing in digital transformation, and boosting operational efficiency are all part of the action plan. The recommendations are intended to better align the hotel's strengths with external opportunities, rectify weaknesses, and reduce dangers. The hotel may improve its overall performance, guest satisfaction, and competitive position in the market by implementing the following recommendations.
The recommendations include employee and training development, improving the customer experience, revenue management, digital transformation, and operational efficiency. The recommendations for staff and training development aim to improve employee knowledge and capacities through interactive training techniques, frequent performance evaluations, and chances for professional development. Suggestions for improving the customer experience include expediting check-in and check-out operations, maintaining room cleanliness, boosting response, and implementing a guest feedback system. In terms of revenue management, the hotel should reconsider pricing methods, analyse demand trends, consider collaborating with local companies, and improve the online booking experience. Investing in technological solutions, adopting a property management system, utilising digital channels for marketing and reputation management, and permitting mobile check-in and check-out are all ideas for digital transformation. Identifying cost-cutting opportunities, conducting operational audits, optimising workforce numbers and functions, and applying energy-saving strategies can all help to increase operational efficiency.
In conclusion, this consultancy report offers significant insights and recommendations for The Hilton London Metropole hotel in addressing critical operational difficulties. By implementing the above mentioned recommendations, the hotel will be able to achieve long-term growth, boost visitor happiness, and preserve its competitive edge in the hospitality industry.
[bookmark: _Toc135940936]2. Introduction
The goal of this report is to undertake a thorough consultancy investigation of The Hilton London Metropole hotel is centrally positioned in London. The purpose of this report is to identify and address important problems and difficulties in the hotel's operations, as well as to make recommendations for improvement. We will acquire significant insights into the internal and external aspects influencing the hotel's performance and build plans to improve its competitive position in the hospitality sector by utilising various analysis tools such as PESTEL, SWOT, and TOWS.
As part of the renowned Hilton Hotels & Resorts group, the Hilton London Metropole hotel is a noteworthy facility that attracts a varied spectrum of customers. However, as with any organisation, it encounters issues that must be handled in order to maintain long-term performance and visitor happiness. This report will concentrate on critical issues such as customer experience, sustainability practises, revenue management, digital transformation, and operational efficiency.
We will use a variety of ways to thoroughly examine these difficulties and challenges. Firstly, the PESTEL analysis will give a thorough review of the macro environmental factors affecting Gleneagles Hotel. This investigation will delve into the political, economic, social, technological, environmental, and legal elements influencing the hotel's operations, allowing us to comprehend the broader industrial context. Secondly, the SWOT analysis will look at the hotel's internal strengths and weaknesses as well as external opportunities and threats. This research will shed light on the hotel's competitive advantages, areas for improvement, market trends, and potential threats, guiding our recommendations for strategic enhancements. Lastly, the TOWS analysis will allow us to gain a thorough picture of the hotel's strengths, weaknesses, opportunities, and threats. We can design effective plans to optimise the hotel's performance by aligning internal strengths with external opportunities and correcting weaknesses to mitigate threats.
By utilizing these analysis tools and research techniques, we hope to provide The Hilton London Metropole hotel with actionable insights and recommendations to address the identified difficulties, improve operations, and achieve sustained growth and guest satisfaction.
[bookmark: _Toc135940937]3. Scope and analysis
[bookmark: _Toc135940938]3.1 Introduction to The Hilton London Metropole hotel
The Hilton London Metropole hotel is a prestigious facility in the centre of London that attracts tourists from all over the world. The hotel has a strategic edge in the competitive hospitality sector due to its great location and easy access to popular attractions and business districts. The Hilton London Metropole is a 4-star hotel and convention complex with 1,100 rooms on Edgware Road in central London. 
The London Metropole Hotel first opened its doors in 1972. It was designed by renowned modernist architect Richard Seifert (London Metropole Hotel, 2021) and had a 24-story, 91-metre (299-foot) tower, making it one of the tallest structures in the City of Westminster. In 1989, a second 11-story wing was constructed (Hilton London Metropole East Wing, 2020; The Guardian from London, 2021). Lonrho sold the Metropole Hotels group to Stakis Hotels in 1996 (Stakis poised to buy Metropole hotels for pounds 320m, 2011), and the building was renamed Stakis London Metropole (Rooms with a view, 2000). In 1999 (Ladbroke buys Stakis chain for pounds 1.2bn, 2011) Ladbroke bought Stakis Hotels and rebranded the 48 Stakis Hotels as Hilton Hotels, with the property renamed (A bit of an altitude problem, 2021) Hilton London Metropole (Ltd, Jacobs, 2021). In 2000, a 16-story, 52-metre (171-foot) third wing with a conference centre was erected to the hotel, making it the largest conference hotel in London with 39 meeting rooms (Hilton London Metropole Addition, 2020; Hotels in Central London, 2022). The hotel hosted the 44th World Irish Dancing Championship, the first ever contested in England, in April 2014 (World Irish Dance Championship, 2022). In 2006, Hilton sold the hotel and the Hilton Birmingham Metropole to the Tonstate Group for £417 million (Net Hospitality, September 2021). In 2017, Tonstate sold the two estates to Henderson Park for £500 million (Penfold, 2021).
[bookmark: _Toc135940939]3.2 Feedback from guests
The Hilton London Metropole has recently received good feedback from guests. The hotel's pleasant and well-appointed accommodations, polite and attentive staff, and speedy service have all been praised. Guests frequently praise the hotel's accessible location, which allows them to quickly explore the city. The Hilton London Metropole, as a historic and well-established hotel, has played an important role in London's hospitality industry. Due to its flexible event venues and excellent event management services, it has been a popular choice for a variety of events, including weddings, conferences, and corporate gatherings. The hotel's dedication to providing excellent experiences has contributed to its enduring heritage and positive industry reputation.
[bookmark: _Toc135940940]3.3 Current position in Market
The Hilton London Metropole hotel has made a name for itself in the hospitality business as a reliable and well-regarded establishment (Net Hospitality, April 2021). The hotel has a long history and has become an iconic symbol in London. It is well-known for hosting a range of events such as weddings, conferences, and corporate gatherings. The hotel's adaptable event spaces and excellent service have aided in its strong image and attractiveness as a sought-after destination. The Hilton London Metropole hotel has earned a solid reputation for providing exceptional guest experiences. Guests have given the hotel positive comments, praising its pleasant accommodations, helpful staff, and handy location. Because of its reputation as a desirable wedding venue, it is a popular choice for couples looking for a memorable and exquisite setting for their special day. The hotel has received accolades and excellent word-of-mouth referrals for its attention to detail and personalised service.
[bookmark: _Toc135940941]3.4 PESTEL Analysis
Political Factor: The Hilton London Metropole hotel operates within the United Kingdom's governmental framework, which includes labour laws, taxation, and safety norms. Government policies and stability, such as changes in immigration restrictions influencing the availability of skilled workers, can have an impact on the hotel's operations (Dudovskiy, 2016).
Economic Factor: Economic factors are important in the hotel sector. Exchange rate fluctuations, economic downturns, and changes in customer purchasing patterns can all have an impact on the hotel's revenue and profitability. Inflation, interest rates, and GDP growth may all have an impact on the hotel's performance (Dudovskiy, 2016).
Social Factor: Understanding societal trends and demographics is essential for tailoring the hotel's services and offerings. Changing customer tastes, lifestyle choices, cultural diversity, and travel behaviours can all have an impact on hotel demand and determine marketing strategies (Dudovskiy, 2016).
Technological Factor: Technology's rapid growth has a significant impact on the hospitality business. The Hilton London Metropole hotel must keep up with technology advancements such as smartphone apps, internet booking platforms, and guest interaction technologies. Embracing technology may improve both visitor experiences and operational efficiency (Dudovskiy, 2016).
Environmental Factors: As sustainability becomes more essential, hotels must consider environmental factors. This involves putting in place energy-saving measures, waste management practises, and encouraging environmentally friendly projects. Meeting environmentally conscious visitors' expectations can help the hotel's reputation and competitive advantage (Dudovskiy, 2016).
Legal Factors: Various legal requirements and regulations, such as health and safety standards, employment rules, data protection legislation, and licencing criteria, must be met by the hotel. Noncompliance might result in legal troubles and reputational harm (Dudovskiy, 2016).
[bookmark: _Toc135940942]3.5 SWOT Analysis
Strengths: The Hilton London Metropole hotel has various advantages that help it compete in the market. These advantages could include its ideal location, well-established brand recognition, a wide range of amenities, strong client loyalty, and experienced staff (Dudovskiy, 2016; Annual Report (2015) Hilton Worldwide).
Weaknesses: Identifying flaws is critical for addressing opportunities for improvement. Inconsistent service quality, out-dated technical infrastructure, inadequate diversity in services compared to competitors, or operational inefficiencies are all potential drawbacks (Dudovskiy, 2016; Annual Report (2015) Hilton Worldwide).
Opportunities: Identifying development and expansion prospects is critical for the hotel's success. Targeting expanding markets, diversifying revenue streams, launching new services or packages, capitalising on digital marketing tactics, or tapping into niche markets are all possibilities (Dudovskiy, 2016; Annual Report (2015) Hilton Worldwide). 
Threats: The hotel faces a number of external dangers that could jeopardise its performance and market position. Other hotels' severe competition, economic volatility, shifting client tastes, new technologies, and poor media coverage could all pose threats (Dudovskiy, 2016; Annual Report (2015) Hilton Worldwide).
[bookmark: _Toc135940943]3.6 TWOS Analysis
To produce strategic recommendations for the Hilton London Metropole hotel, the TOWS analysis combines internal strengths and weaknesses with external opportunities and threats found in the SWOT analysis. This study will provide insights into how the hotel can capitalise on opportunities by leveraging its strengths, addressing weaknesses to minimise threats, and aligning its resources to meet its strategic goals. The TOWS study will be carried out through a thorough examination of internal and external factors, yielding actionable recommendations for the hotel's future orientation, strategic planning, and operational decision-making (Weihrich, 1982). These recommendations will be expanded and discussed in further detail to help the hotel maximise its strengths, capitalise on opportunities, correct weaknesses, and mitigate dangers in a thorough manner.
[bookmark: _Toc135940944]4. Examining Hotel Operations for Enhanced Performance
[bookmark: _Toc135940945]4.1 Innovative Methods for Improving Hotel Operations
Over time, the hotel industry has diversified and expanded, becoming one of the world's fastest and largest-growing sectors (Presenza et al., 2019). In this area, innovation is critical for reformulating the company model and becoming more competitive (Gu et al., 2021).  All types of innovations are required for the viability and competitiveness of hotel businesses (Dzhandzhugazova et al., 2016). The systematic and widespread application of innovations to assure the expansion of corporate performance is currently acknowledged by a diverse group of scholars and practitioners (Dzhandzhugazova et al., 2015). There are numerous aspects influencing the application and development of innovation, such as consistent industry difficulties, distinct consumer mentalities, cultural and national idiosyncrasies of clients using hotel services, and so on (Andeon et al., 2014). The ability to generate varied innovations, which will ensure the successful development of a hotel, is a manifestation of the innovative trend in the hospitality business (Zaitseva, 2013). The widespread application of new knowledge, as well as its combinations, results in the creation of new services, products, and technology. If a hotel does not participate in any sort of innovation, its performance will deteriorate and its competitiveness will suffer (Ilyenkova & Kuznetsov, 2009). 
The four sorts of innovation decisions used here are illustrative of hotel sector innovation (Ottenbacher & Gnoth, 2005; Van der & Elfring, 2002; Jones, 1996). According to the relevant research, the factors of innovation types include service provider input, consumer competencies, and market drivers (Drejer, 2004; OECD, 1997, Harrington, 2004). One of the primary determinants of competitiveness is innovation. Manufacturing was the first to establish innovation theory (Sundbo & Gallouj, 2001; Mattsson et al., 2005). The Hilton London Metropole may improve its operations and create a great guest experience by embracing novel ways. Here are some innovative ideas for improving hotel operations:
[bookmark: _Toc135940946]4.1.1 Embrace technological and Automation
The impact of information and communication technology (ICT) on different aspects of our life has been recognised, and service robots have been identified as a recent technical advance with the potential to automate many chores (Combs et al., 2016; Gomber et al., 2017; Buhalis & O’Connor, 2005). According to McKinsey Global Institute study, a considerable percentage of workers worldwide will need to be retrained for new tasks as labour automation advances (Manyika et al., 2017). The hospitality business, in particular, relies largely on human labour for tasks such as wait staff, cooks, housekeepers, and bellboys (Melissen et al., 2014). In terms of theoretical and practical impact on hospitality management and marketing, service robots is regarded as a potential alternative. Service robots are one of the most disruptive technological advances in the context of hospitality service encounters to date (Ivanov & Webster, 2019a). Chatbots have been one of the most common uses of robots in the hospitality sector to date, and they may be used to provide simple customer service as well as more complex activities such as hotel or flight bookings. Implementing a complete property management system can improve reservation, check-in/check-out, and guest communication operations. Mobile apps can improve visitor engagement by allowing guests to easily access hotel services, make requests, and provide feedback. Furthermore, investigating automation options in housekeeping, inventory management, and maintenance can boost efficiency and eliminate human errors.
[bookmark: _Toc135940947]4.1.2 Personalise visitor Experiences
Tailoring experiences to specific visitor preferences can boost satisfaction and loyalty dramatically. Using guest data with a customer relationship management system allows for personalised communication, such as personalised welcome messages, room choices, and special offers based on previous visits. Customised amenities, such as pillow menus, in-room entertainment selections, and personalised events, can help visitors have a memorable and distinctive stay.
[bookmark: _Toc135940948]4.1.3 Create One-of-a-Kind Food and Beverage Experiences
Dining experiences are critical to guest pleasure. Introducing distinctive and new cuisine concepts can set The Hilton London Metropole apart from competition. To attract food fanatics, consider working with renowned chefs or creating themed dining experiences. Incorporating local flavours and obtaining goods from local vendors can enhance the culinary offerings' authenticity and appeal (Dr. Rakesh Dani, 2021). Furthermore, investigating sustainable and environmentally conscious practises, such as decreasing food waste and supporting farm-to-table programmes, can match with guest expectations and market trends.
[bookmark: _Toc135940949]4.1.4 Improve Sustainability Practises
Environmental sustainability, according to the United Nations, is a pattern of resource use that aims to meet human needs while preserving the environment for present and future generations by connecting natural systems with the social challenges that humanity faces (World Commission on Environment and Development, 1987). Energy consumption can be reduced by implementing energy-efficient technologies such as LED lights and smart thermostats. Waste management solutions, such as recycling and composting, can help to reduce the hotel's environmental impact (Memon, 2010; Tang, 2004, Vahatiitto, 2010). Furthermore, collaborating with local organisations for community programmes and supporting social issues can improve the hotel's brand and guest loyalty.
[bookmark: _Toc135940950]4.1.5 Encourage Employees to offer unique Ideas and proposals
 The hospitality industry, which encompasses restaurants, lodging, entertainment, and transportation (Brotherton, 1999; King, 1995), is becoming more competitive. Many studies have recognised the value of knowledge management (KM) and knowledge sharing (KS) in fostering organisational innovation (Finnegan & Willcocks, 2006; Mohamed et al., 2004; Hallin & Marnburg, 2008). Encouraging employees to offer unique ideas and proposals can lead to game-changing innovations. Creating channels for idea sharing, such as suggestion boxes or regular brainstorming sessions, can provide a forum for employees to express their thoughts. Recognising and appreciating unique contributions can help to build a culture of innovation and creativity (Hoegl et al., 2007, Bouncken, 2005). Additionally, a hotel's success is dependent on its employees and team culture. Team culture serves as a foundation for self-evaluation of team members while also facilitating team interaction as well as performance (Froehle et al., 2000; Earley & Mosakowski, 2000; Klimoski & Mohammed, 1994).
[bookmark: _Toc135940951]4.2 Identification of Specific Issues Based on the Analysis
Following a thorough examination of The Hilton London Metropole hotel, numerous important concerns that need to be addressed and improved have been identified. Customer experience, sustainability practises, revenue management, digital transformation, and operational efficiency are among the concerns addressed.
[bookmark: _Toc135940952]4.2.1 Customer Experience
The customer experience issue is concerned with areas where the hotel may improve its services and interactions with customers in order to give a more satisfying and memorable stay (Juwel, 2022). Compliments for nice and helpful employees, excellent lodgings, and a handy location are examples of positive features of the client experience. These good ratings emphasise the hotel's assets and lay the groundwork for increasing client satisfaction. However, it is also critical to remedy any unfavourable characteristics stated in internet reviews or visitor feedback. Streamlining check-in and check-out processes, enhancing responsiveness to guest requests, and providing personalised services might all be part of this. To improve the check-in and check-out processes and reduce waiting times, the hotel should consider using modern technology solutions such as self-check-in kiosks or mobile check-in choices. Furthermore, clear communication and personalised greetings upon arrival might contribute to a more favourable check-in experience. Room cleanliness is an important factor in guest pleasure. The hotel should prioritise stringent cleaning standards, regular inspections, and timely resolution of any cleanliness-related issues identified by guests. Implementing quality control techniques and taking a proactive approach to cleaning issues can dramatically improve the client experience. 
[bookmark: _Toc135940953]4.2.2 Sustainability Practises
The subject of sustainability practises emphasises the necessity for hotels to implement eco-friendly initiatives and practises in response to increased client demand for environmentally sensitive businesses. This could include strategies like energy conservation, trash minimization, and the use of sustainable and locally sourced ingredients.
Specific areas for improvement will be highlighted based on the assessment. This could involve reducing energy usage by deploying energy-efficient technologies, improving waste management through recycling and waste reduction methods, and implementing water conservation measures. The hotel can prioritise projects that will have the biggest environmental impact by identifying these areas.
The report will offer specific sustainable strategies for The Hilton London Metropole hotel to improve environmental sustainability even further. Implementing energy-efficient technologies to reduce carbon emissions and energy costs, reducing plastic waste through the use of biodegradable or reusable alternatives, promoting recycling programmes for guests and staff, and forging partnerships with local community organisations focused on environmental conservation are examples of these initiatives. Each proposed effort would include a justification as well as potential benefits to the hotel.
[bookmark: _Toc135940954]4.2.3 Revenue Management
The revenue management issue is concerned with optimising pricing methods and generating income. This includes examining current pricing practises, proposing dynamic price implementation, analysing demand trends, and exploring collaborations with local firms to offer value-added products.
Examining The Hilton London Metropole hotel's financial performance is critical for gaining insights into its financial health and identifying opportunities for development. This research entails evaluating important financial indicators like revenue, profitability, and occupancy rates using publicly available data such as financial reports, company filings, and industry comparisons. Firstly, understanding the hotel's financial performance requires an examination of its income. This involves assessing revenue streams derived from accommodation reservations, food and beverage services, conference and event reservations, and other sources. It is possible to spot patterns and assess the hotel's competitive position by comparing revenue numbers over time and benchmarking against industry norms. 
Another important metric of financial performance is profitability. Analysing the hotel's profit margins, such as gross profit margin and net profit margin, aids in determining the effectiveness of cost-cutting and pricing measures. It is critical to compare these margins to industry benchmarks in order to find any areas where the hotel's profitability might be improved.
The occupancy rate has a substantial impact on revenue generating. It is feasible to analyse the hotel's capacity to attract and keep customers by evaluating previous occupancy rates and comparing them to industry averages. Analysing the hotel's average daily rate (ADR) and revenue per available room (RevPAR) also aids in determining pricing effectiveness and overall revenue optimisation. 
Several recommendations can be made based on the financial analysis to optimise revenue management, control costs, and enhance pricing strategies. Implementing revenue management systems to maximise room occupancy and pricing, conducting regular cost audits to identify areas of cost reduction or efficiency improvement, and conducting market research to ensure competitive pricing while maintaining profitability are some of the recommendations.
[bookmark: _Toc135940955]4.2.4 Digital Transformation
The problem of digital transformation highlights the need of embracing technology to improve operations and enhance the guest experience. Investing in technological solutions such as a complete property management system, utilising digital channels for targeted marketing and online reputation management, and allowing visitors to check in and out using their mobile devices might all be part of this strategy.
[bookmark: _Toc135940956]4.2.5 Operational Efficiency
The operational efficiency issue is concerned with discovering chances for cost reductions and process improvements within the hotel's operations. Conducting frequent operational audits, optimising workforce levels and functions to promote productivity, and introducing energy-saving strategies to improve sustainability may all be part of this.
[bookmark: _Toc135940957]4.3 Analysis of issues and their impact
Each highlighted issue has a specific impact and significance on The Hilton London Metropole hotel's overall performance and success. Improving the customer experience boosts guest happiness, the chance of repeat business, and positive word-of-mouth. Adopting sustainable practises not only meets client expectations, but also adds to environmental conservation and strengthens the hotel's reputation as a socially responsible organisation. Effective revenue management ensures effective pricing and revenue generation, ultimately increasing the financial performance of the hotel. In the digital era, digital transformation improves operational efficiency, guest convenience, and competitiveness. Taking care of operational efficiency issues results in cost savings, process optimisation, and increased sustainability.
[bookmark: _Toc135940958]5. Findings & Results
We will discuss the findings and outcomes of our analysis of The Hilton London Metropole hotel in this part. The findings will be presented in tabular format, providing a brief overview of major areas such as Food & Beverage, Rooms, Venue design & environment, Staff numbers and roles, Staff training, Menu options, and bar numbers and types. These conclusions are based on a thorough assessment process that included website analysis, online research, and a review of the literature.
Table 1: Findings and Results Summary
	Area
	Findings

	Venue design & environment
	· Event rooms that is well-designed for conferences, weddings, and other occasions.
· Possibility of modifying the interior design to reflect current trends and guest preferences

	Rooms
	· Guest rooms are spacious and pleasant, with modern conveniences.
· Positive feedback on the cleanliness and comfort of the rooms.
· Possibilities for improving room design and décor to provide a more distinct experience

	Staff members and roles
	· Enough staff to meet the demands of guests
· Opportunities for peak-period staffing reviews to maintain optimal service delivery

	Staff training
	· Existing employee training programmes 
· Possibility of improving training modules with interactive and practical aspects
· Periodic performance appraisals and feedback sessions for staff development

	Food and beverages
	· A diverse food selection that caters to a variety of dietary preferences
· A sufficient number of bars serving a variety of beverages
· Positive feedback on the food and beverage items' quality
· Possibilities for increasing menu inventiveness and introducing seasonal specials
· Possibility of using sustainable and locally sourced ingredients

	Number and types of bars
	· A sufficient number of bars to meet the needs of guests
· Possibilities for themed or speciality bars to improve client experiences

	Menu choices
	· A wide range of menu options to accommodate a wide range of client preferences
· Consideration of local and international cuisines in order to appeal to a global customer 
· Possibility of introducing healthier menu options and meeting dietary constraints



These findings point to a number of favourable features of the hotel's operations, including a broad menu selection, positive visitor comments on food and beverage options, and pleasant guest accommodations. However, there are certain areas for improvement, such as menu innovation, room design advancements, and prospective interior design updates. The findings also emphasise the necessity of maintaining proper personnel levels, improving employee training programmes, and incorporating guest feedback into decision-making processes.
According to the TOWS analysis, the hotel boasts various strengths, such as a broad restaurant and convenient bar alternatives. However, there are certain things that could be better. Although the quality of food and beverage options is well respected in the Food & Beverage sector, there is room to improve service efficiency and delivery speed. To address these concerns, the hotel may consider introducing measures to increase staff training and streamline operating operations. Furthermore, organising themed events and promotions can improve the eating experience and attract more people.
Regarding the Rooms, customers are generally pleased with the cleanliness and comfort of their rooms. However, there is space for improvement in terms of responding to guest issues and maintaining the rooms. To overcome these difficulties, the hotel might concentrate on improving its maintenance operations and developing effective guest request management systems. Upgrading room amenities and technological services can also help to improve the guest experience.
The favourable reputation of the hotel's central position and accessibility is an important discovery that may be used for marketing and attracting more customers. Furthermore, the hotel's favourable reputation as a venue for private meetings and conferences provides a potential to expand its offers in this area and gain a larger share of the events market.
In terms of staff, guests like the employees' friendliness and helpfulness. Staff training and development programmes, on the other hand, may be improved. Comprehensive training, frequent performance evaluations, and professional development opportunities can all help to improve staff abilities and overall service quality.
The hotel's venue design is modern and aesthetically beautiful, creating a welcoming atmosphere for guests. The hotel can hold large-scale events and conventions, which gives it a competitive advantage. However, there is room for development in the structure and functionality of event spaces in order to maximise utilisation and build versatile facilities that can accommodate a variety of activities.
[bookmark: _Toc135940959]5.1 TWOS Analysis
The TOWS analysis is a strategy framework that examines the hotel's internal strengths (S) and weaknesses (W), as well as external market opportunities (O) and threats (T). This analysis allows for a more educated action plan and suggestions by identifying the strategic implications of the findings and results.
The following hypotheses have been developed based on the TOWS analysis:
Strengths-Opportunities (SO): The hotel's competent and courteous personnel, big accommodations, and modern venue design are key assets. These advantages can be used to capitalise on market opportunities such as extending bar services, upgrading hotel amenities, and boosting event space functionality. The hotel may improve its customer experience and competitive advantage by matching its internal strengths with external prospects.
Strengths-Threats (ST): While the hotel has various advantages, it is critical to manage potential market risks. With increasing competition, the hotel must focus on differentiating itself and continuously enhancing client satisfaction. The hotel can effectively offset the effects of threats and maintain a strong market position by using its assets, such as friendly staff and current venue design.
Weaknesses-Opportunities (WO): It is critical to identify and correct shortcomings in order to capitalise on market opportunities. Room cleaning and maintenance, understaffing during peak seasons, and the layout of event rooms are examples of needs for improvement at the hotel. The hotel may better fit with client expectations and maximise its potential for success by adopting plans to address these deficiencies.
Weaknesses-Strengths (WS): External risks can exacerbate the hotel's shortcomings if they are not addressed. Increased market competitiveness may worsen concerns with hotel cleanliness, personnel availability, and event space functionality. To minimise the impact of risks and remain competitive, the hotel must address these weaknesses proactively.
These hypotheses obtained from the TOWS analysis provide a full knowledge of the findings and conclusions' strategic implications. The hotel can build a targeted action plan and recommendations that address the identified areas for improvement by linking internal strengths and weaknesses with external opportunities and threats. The evidence-based findings and results, together with the TOWS analysis, provide as a solid foundation for the next portions of this consultancy report. They will direct the creation of concrete recommendations targeted at improving many parts of the hotel's operations, such as employee training and development, customer experience, and financial performance. The action plan will capitalise on the hotel's strengths and opportunities while limiting its weaknesses and risks, assisting it in attaining its strategic goals and keeping a competitive edge in the market.
[bookmark: _Toc135940960]6. Action Plan 
The action plan detailed below is a summary of the recommendations drawn from the Hilton London Metropole hotel analysis. These suggestions are intended to address identified areas for improvement and improve various parts of the hotel's operations.
	No.
	Problem
	Solution
	Desired outcome
	Time scale
	Completion date
	Planned Budget

	1
	Staff and Training Development
	Enhance staff training program
	improved staff knowledge and capabilities
	3 months
	30/08/2023
	£20,000

	2
	Customer Experience Enhancement
	Streamline check-in and check-out processes
	increased customer satisfaction and efficiency
	3 months
	30/08/2023
	£20,000

	3
	Revenue Management
	Review pricing strategies and implement dynamic pricing
	Revenue generation and profitability have been maximised.
	3 months
	30/08/2023
	£20,000

	4
	Digital Transformation
	Invest in technology solutions for improved operations
	Improved guest experience with digital advancements
	6 months
	30/11/2023
	£20,000

	5
	Operational Efficiency
	Identify areas for cost savings and process improvements
	enhanced operational efficiency and cost containment
	6 months
	30/11/2023
	£20,000



Staff and Training Development
· Improve the employee training programme by using interactive and hands-on training approaches.
· Conduct regular performance appraisals and offer constructive criticism.
· Provide opportunities for professional development to encourage skill improvement.
Customer Experience Enhancement
· Improve efficiency by streamlining the check-in and check-out processes.
· Maintain room cleanliness and handle any faults as soon as possible.
· Improve guest responsiveness and provide personalised services.
· Implement a guest feedback system to collect and respond to consumer comments.
Revenue Management
· Examine price techniques and think about adding dynamic pricing.
· Analyse demand patterns and adjust room rates as needed.
· Investigate collaborations with local businesses to provide value-added packages.
· Improve the online booking experience in order to increase direct bookings.
Digital Transformation
· Invest in technology to improve operations and the guest experience.
· To streamline processes, implement a complete property management system.
· Use digital channels to conduct targeted marketing and control your online reputation.
· Allow guests to check in and leave using their mobile devices.
Operational Efficiency
· Determine cost-cutting and process-improvement opportunities.
· Conduct regular operational audits to ensure that best practises are followed.
· To increase productivity, optimise employee levels and functions.
· In order to improve sustainability, implement energy-saving techniques.
[bookmark: _Toc135940961]7. Conclusion
In conclusion, our consultation report on The Hilton London Metropole hotel gave useful insights and recommendations for improving numerous parts of the hotel's operations. We would like to thank the management of The Hilton London Metropole hotel for inviting us to conduct this investigation.
We identified several key findings in major areas such as Food & Beverage, Rooms, Venue design & environment, Staff numbers and roles, Staff training, Menu options, and bar numbers and types through a thorough assessment process that included website analysis, online research, and a review of the literature. Table 1 summarises these findings, offering a complete summary of the hotel's strengths and opportunities for development. According to the findings, The Hilton London Metropole hotel has great elements such as a broad food variety, positive guest feedback on accommodations, and a modern venue design. There are, nevertheless, areas for improvement, such as food innovation, room design breakthroughs, and future interior design changes. Maintaining correct personnel numbers, improving employee training programmes, and incorporating guest feedback into decision-making processes are all critical for the hotel.
[bookmark: _Toc135940962]Based on the TOWS analysis, we recognised the hotel's many strengths, such as a diverse choice of food options and convenient bar options. However, there are certain ways to increase service efficiency and delivery speed. Increasing employee training and streamlining processes, as well as organising themed events and promotions, can improve the eating experience and attract more customers. Based on our findings, we recommend that The Hilton London Metropole hotel prioritise staff and training development through interactive and hands-on techniques, frequent performance assessments, and chances for professional growth. In the end, The Hilton London Metropole hotel can strengthen its market position and provide a memorable and satisfying experience for its guests by implementing the recommended improvements in staff and training development, customer experience enhancement, revenue management, digital transformation, and operational efficiency. 
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Appendixes
[bookmark: _Toc135940964]Appendix 1: PESTEL Analysis

	Factors
	Impact on hotel
	Explanation

	Political Factor
	Moderate
	The UK government's stability and policies have an impact on the hotel's operations and business climate.
Changes in labour, immigration, and taxation legislation can have an impact on staffing and financial issues.
Elections and policy shifts may have an impact on tourism and travel trends.

	Economic Factors
	Significant
	Economic factors such as GDP growth, inflation rates, and currency rates can all have an impact on the revenue and profitability of a hotel.
Demand for hotel accommodations and services is influenced by consumer spending habits and disposable money.
Economic downturns or recessions can have a broad impact on the hotel sector, altering occupancy rates and pricing methods.

	Social Factor
	Moderate
	Understanding societal trends and cultural preferences is essential for customising hotel products and guest experiences.
Consumer preferences and expectations are influenced by demographic factors such as age, income, and lifestyle.
Changing travel habits, such as the rise of experience travel or the emphasis on sustainability, should be factored into hotel strategy.

	Technological Factor
	Significant
	From internet booking platforms to guest service automation, technological advancements have an impact on the hotel sector.
Embracing technology has the potential to improve operational efficiency, visitor experiences, and marketing effectiveness.
Staying current with technological advancements and investing in the appropriate systems and infrastructure are critical for competitiveness.

	Environmental Factor
	Moderate
	Because of the growing importance of sustainability and environmental responsibility, the hotel must embrace eco-friendly practises.
Energy conservation, trash management, and green efforts all help the hotel's reputation and meet the expectations of its guests.
Environmental rules and certifications can improve the hotel's brand image.

	Legal Factor
	Moderate
	Legal requirements and regulations, including as health and safety standards, employment rules, and data protection, must be met.
Licencing and permits must be followed, especially in the food & beverage and event management industries.
Changes in legal frameworks or new legislation may have an impact on the hotel's operations and necessitate changes.




[bookmark: _Toc135940965]Appendix 2: SWOT Analysis

	Strengths
· A prime location in the centre of London provides guests with convenience and accessibility.
· As part of the Hilton portfolio, the brand has a well-established reputation and recognition.
· A variety of attractions and facilities, including event rooms, restaurants, and recreational areas.
· Skilled and dedicated employees who provide excellent service.
· High levels of consumer loyalty and repeat business.
	Weaknesses
· Inconsistent service quality, resulting in guest unhappiness on occasion.
· Infrastructure deterioration and the need for rehabilitation or upgrading in specific places.
· In terms of distinct selling propositions, there is little uniqueness from competitors.
· Potential operational inefficiencies that could have an impact on cost control and resource management.

	Opportunities
· Making use of digital marketing methods to reach a larger audience and improve direct bookings.
· Expansion into emerging markets or focusing on certain market segments such as business travellers or international visitors.
· Revenue streams can be diversified through partnerships or additional services.
· Taking advantage of the growing trend of experiential travel by providing one-of-a-kind experiences or packages.
	Threats
· Intense rivalry from other London hotels, including both huge chains and boutique properties.
· Economic uncertainty or slumps have an impact on travel and tourism.
· Disruptions in technology that may alter guest expectations and industry practises.
· Negative media coverage or challenges with online reputation management.
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