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Executive Summary
This consultancy report analyses the performance of Hilton London Metropole, one of the largest conference and event-based hotels in London. The analysis focuses on what has played a role in their performance not meeting the expected standards, and proposes the strategic and evidence-based measures to enhance performance. Whereas the hotel has the advantage of high brand recognition, a central location in London, and a huge volume of conference space, there are also persistent performance issues. Those issues are occasioned when there is a large number of visitors and high occupancy rates. The issue recognised is the inconsistency when providing services, with a focus on the delayed check-in, poor room turnaround, and unsuccessful process of serving banquets and food at large conferences and back-to-back events. Such discrepancies have led to changing scores in guest satisfaction and the growing reputational and revenue risk.
An in-depth market examination in terms of STEEPLED, SWOT, and TOWS models demonstrates that the hotel is functioning in a highly competitive and dynamic environment. Economic forces, limitations of labour availability, and integration of technology, as well as increasing customer demands, have added complexity to the operations. Even though the quality of daily services is in accordance with the standards of the Hilton brand, the drops in performance during the peak seasons serve as evidence of misalignment of operational capacity, coordination of workflows, and demand fluctuations. The other parts of the report provide the strategic recommendations with change management frameworks, such as a flexible staffing model, intelligent automation integration, workflow redesign, and continuous performance measurement. The recommendations will be used to increase uniformity, customer satisfaction, and competitiveness of the hotel in the London conference and hospitality industry.
Besides pointing out inconsistencies in operations, the report identifies the larger organisational implications of the performance challenges. Not only do the inconsistencies experienced during the peak event periods impact the short-term guest experience, but also the long-term brand loyalty, corporate contracting behaviour and competitive place in the London MICE (Meetings, Incentives, Conferences and Exhibitions) market. With the opportunity of major international conferences being conducted in London attracting high numbers, hotels which are capable of providing quality service delivery that is reliable, scalable, and supported by technology are increasingly becoming competitive. The present state of Hilton London Metropole is thus an emergency that needs attention to remain relevant in a market that is becoming more and more service-focused, digitised and customer-smooth experiences.
The report emphasises that the performance discrepancies do not point to overall malfunction of the operations but are manifestations of structural distortions that have arisen with the increased volumes of events and client demands. Such issues have been exacerbated by labour shortages in the post-pandemic era, increased overheads of operation and changes in consumer behaviour like more demand for speed, convenience, and personalisation. These concerns can only be managed through a synchronised and staged change strategy as opposed to single actions. The recommendations provided in the report will, therefore, have a holistic approach focusing on the ability of the workforce, process clarity, technological synchronisation and increased communication practices.
These recommendations are likely to lead to quantifiable changes in the efficiency of operations, staff satisfaction, and guest satisfaction. The adoption of technology with a facade of the future and a flexible workplace model will enhance the responsiveness of the hotel to the trends and the changes in demand and react accordingly. Finally, the strategic actions recommended in this consultancy report will not only help Hilton London Metropole to overcome its present operational deficits but also to develop a more robust and flexible model of operation, which will facilitate the growth, image and competitiveness of this hotel in the London hospitality industry in the long term.
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[bookmark: _Toc219103319]1.0 Introduction 
Hilton London Metropole is a large-scale, high-profile conference and city centre hotel situated at the intersection of Edgware Road and the Harrow Road (Hilton.com, 2025). The hotel is situated within walking distance to London Hyde Park, Oxford Street, as well as Paddington Station. The property also brands itself as a meetings-and-events space in central London, with expansive event space over 5,300 m² and up to 35 meeting rooms (Hilton.com, 2025). In addition to this, the hotel also provides a wide range of accommodation, F&B services and amenities for guests. More so, the profile of the hotel renders it commercially significant in regard to corporate conferences as well as the inbound leisure demand (Hilton.com, 2025).
[image: ]
Figure 1: Hilton London Metropole
Source: (Kleinman, 2023)
The present consultancy report is dedicated to the Hilton London Metropole, and operational performance is evaluated to give realistic and implementable recommendations. The hotel was selected through a personal visit by Apex Hospitality Consulting Ltd. The strategic capabilities of the hotel include the location, the dimensions of event facilities, and its brand image. Additionally, large amounts of group business, short event returns and high guest turnover also add complexity to operations that amplify the impact of service lapses and process inefficiencies. Concurrently, a stabilising but still-varying post-pandemic bounce back in demand and revenue is emerging across the wider London market. Particularly concerning hotels whose survival hinges on conferences and large events, which increases opportunity and execution risk in major venues like the Metropole (Hvs.com, 2023). The consultancy report is written by Apex Hospitality Consulting Ltd., a specialist consultancy firm that aimed at preparing this report.
Early scoping and reviews shared publicly indicate that the main operational issue facing the Hilton London Metropole is the issue of inconsistency in service around major events. Moreover, it can be depicted as a limiting factor and presents itself as late check-in/late check-out, inconsistent in-room expectations, and slow Food and Beverage delivery during banquet and conference service. At large conferences, exhibitions or events held back-to-back, the back-of-house systems and staffing levels in the property seem overwhelmed, further causing guest dissatisfaction, reputational risk and a possible loss of revenue through negative reviews and poorer repeat-buy. TripAdvisor and the other guest channels depict a trend of reviews on location and facilities. However, repetitive criticism of operations on the high-profile dates, which once more justifies making the consultancy all about the operationalisation of services on large-scale events.
In this report, Hilton London Metropole's operational performance will be analysed, focusing on three factors as follows:
(a) Determining root causes of service inconsistency at peak events.
(b) Examination of both internal and external environment through STEEPLED and SWOT analyses.
(c) Converting diagnosis into strategic alternatives through a TOWS analysis.
The analysis will integrate both secondary data, such as industry reports, brand and property facts, and customer reviews, with primary data available online. The diagnosis phase will examine staffing models, event planning processes, housekeeping and F&B workflow, technology and communications between event management and operational departments, and expectations of stakeholders, such as, client, event planners, and guests.
The report will categorically connect operational remedies to identified change and implementation theories to ensure evidence-based and practicable recommendations. Change management and implementation will be informed by established models, especially Kotter’s' 8-step process of creating urgency, coalition, and enduring momentum, and Burnes' perspectives on strategic change to match tactical interventions with overall organisational dynamics. Such theories will inform the structure of the staff engagement, communications with the stakeholders, and gradual execution in line with ensuring the proposed changes in the way operations are carried out are sustainable and measurable (Hbs.edu, 2025).
Secondary data was collected through guest reviews, online reports, etcetera.
[bookmark: _Toc219103320]2.0 Analysis
[bookmark: _Toc219103321]2.1 Detailed Problem Description
[bookmark: _Toc219103322]A. Operational Symptoms
Based on the general population, benchmarking websites, and the hotel performance feedback, it can be concluded that the major operational issue at Hilton London Metropole occurs due to the large-scale events, conferences, and consecutive high-occupancy days. The reviews of TripAdvisor and Google within the last two years regularly mention guest dissatisfaction related to the late check-in during the high season. In addition to this, the wait periods are thirty to forty-five minutes on weekends and half an hour to ten minutes on weekdays (TripAdvisor, 2024). Equally, the room turnover between successive events has also been affected by delays, especially when the events involve many check-outs taking place at the same time, leading to delays in room availability and uneven room readiness (UK Hospitality Service Insights, 2024).
The feedback also reveals that food service during banquets and conferences has significant fluctuation due to reports that the food services served are slow, lukewarm, and refills are slow. Such problems are complicated by the absence of coordination between the operational departments, namely, Events, Housekeeping, Front Office, and Food and Beverage, which caused violations of the alignment of the timeline, repetition of duties, and delayed performance (CIPD Workforce Analysis, 2023). Taken together, these patterns indicate that the stress factors of operation are those related to the fluctuation of demand, and not necessarily the operational daily capacity.
[bookmark: _Toc219103323]B. Root Causes
The analysis of the operational inconsistencies can be discussed in terms of the developed service and operations management theories. Based on the Service Quality Gaps Model, it seems that Hilton London Metropole is facing Gap 3, the gap of service performance, where staff should perform to the anticipated standards of service delivery (Gomez, Green and Hoffman, 2023). However, the workforce of the hotel is overwhelmed with tasks during the peak season because of a lack of clear line communication between the parties, discrepancies in procedures, and excessive work at a time (Buttle and Maklan, 2022). As commented by Womack and Jones (2023), under the Lean Operations point of view, workflow inefficiencies, duplication of communication channels, and the waiting times of the process, in turn, lead to long cycle times in departments like room preparation and banquet implementation. Lastly, the fact that the hotel relied on a fixed staffing model that was applied to a variable demand puts operational strain on it during high-volume events, the outcome of which is in line with the capacity and demand management theory (Slack et al., 2022).
[bookmark: _Toc219103324]C. Impact of the Problem
	Impact Type
	Observed Result

	Financial
	Reduced the likelihood of repeat corporate contracts and increased compensation or service recovery costs

	Customer Experience
	Declining service ratings during high-event days and reduced guest satisfaction scores

	Brand Risk
	The threat of reputational damage as an inconsistency conflicts with Hilton’s expected global standards


Table 1: Impact analysis
(Source: Author)
[bookmark: _Toc219103325]2.2 STEEPLED Analysis
	Factor
	External Influence on Hilton London Metropole’s Operational Challenge

	Social
	As commented by  PwC (2024), post-pandemic travellers increasingly prioritise seamless, efficient, and personalised service experiences. For a large conference hotel like Hilton London Metropole, delays during peak check-in and slow banquet service create amplified dissatisfaction due to heightened guest expectations.

	Technological
	Although Hilton employs digital check-in, automated room assignment, and advanced event-management platforms, limited integration between systems such as PMS, POS, and catering software creates operational delays and communication gaps (Hilton Annual Report, 2024).

	Economic
	Rising inflation, higher salary expectations, and fluctuating corporate travel recovery in London affect the hotel’s labour budgeting and staffing scalability during high-demand event periods (UKHospitality, 2024).

	Environmental
	Increasing sustainability requirements, such as waste reduction in event catering and energy-efficient operations, add procedural complexity that can extend turnaround times during large conferences (UNWTO, 2023).

	Political/Legal
	Post-Brexit labour shortages have reduced the availability of experienced hospitality workers, making flexible staffing during conference peaks more challenging (ONS, 2024). Additionally, employment laws and overtime caps restrict rapid workforce adjustments.

	Ethical
	Ethical HR expectations, including fair scheduling, reduced overtime dependency, and staff well-being protection, create tension during high-volume events where demand temporarily exceeds operational capacity (CIPD, 2023).

	Demographic
	London’s diverse international guest base requires multilingual communication and cultural service adaptability, contributing to operational challenges during peak periods when staff are already stretched (VisitBritain, 2024).


Table 1: STEEPLED Analysis of External Factors Affecting Operational Consistency at Hilton London Metropole
(Source: Author)
Based on the analysis, the biggest impact on the operational inconsistency at Hilton London Metropole is Technological, Economic, and Political/Legal factors. The unequal adoption of technology hinders instantaneous communication between departments, which leads to late communication at times when there is high turnover of events. Economic stress, especially inflation and fluctuations in the labour market, limits investment in flexible staffing and increases operational stress at the time of conferences. At the same time, the political and legal barriers associated with Brexit keep limiting the availability of skilled labour, which further affects the ability of the hotel to react to changes in the number of events. These interdependent external forces intensify the service inconsistency problems realised when large-scale functions take place and create structural hurdles to the provision of consistent guest satisfaction performance.
[bookmark: _Toc219103326]2.3 SWOT Analysis
	Strengths
	Weaknesses

	Strong Hilton global brand equity and loyalty programme (Hilton Annual Report, 2024)
	Service inconsistency during peak conference and event periods

	Prime central London location close to Paddington Station, Hyde Park, and key visitor routes (VisitBritain, 2024)
	Staffing imbalance and reliance on overtime due to workforce shortages

	One of the largest hotel event venues in London, offering extensive conference capacity and F&B operations (Hilton.com, 2025).
	Limited integration between internal systems leads to communication bottlenecks during large events

	High demand from corporate, MICE, and international travellers
	Operational processes are not fully aligned with fluctuating event cycle demands

	Opportunities
	Threats

	Growth in the MICE sector in London as business travel rebounds post-pandemic (WTTC, 2024).
	Competitors such as Marriott Grosvenor Square and Novotel West London are improving service efficiency benchmarks.

	Adoption of automation tools and AI-supported scheduling and forecasting.
	Negative online guest feedback is impacting repeat business and brand trust.

	Upskilling and talent attraction initiatives in the UK hospitality labour market.
	Rising operational costs and economic uncertainty are affecting resource allocation.


Table 2: SWOT Analysis of Hilton London Metropole
(Source: Author)
The main performance issue that faces Hilton London Metropole is directly related to the mentioned weaknesses, with operational inconsistency and the mismatch of staffing and the event flow patterns being the key ones. The combination of high-volume event turnover, disjointed communication process, and dependence on manual coordination increases the susceptibility to peak business cycles. Those shortcomings are further increased in a conference-based setting, where check-in, banquet service, and room turn-around delays significantly deteriorate the customer satisfaction levels and the uniformity of the general experience.
This operational difference is further increased by the threat of competition. As commented by Erdem and Barakazı (2023), competitors like Marriott and Novotel have adopted more integrated technology platforms and a standardised event-scheduling framework. This method allows them to be in a better position to overtake Hilton when it comes to the predictability of services and efficiency in the execution of events. Poor customer ratings, along with the growing expectations among guests, put even more strain on Hilton London Metropole to keep the performance steady despite the limitations in operations. Therefore, the involvement of internal vulnerabilities and external risks is the reason why the hotel needs to address the shortcomings of its operations to protect its reputation in the long term and maintain a stable level of revenues.
[bookmark: _Toc219103327]2.4 TOWS Matrix
	TOWS Strategy Type
	Strategic Response for Hilton London Metropole

	SO (Strengths–Opportunities)
	Leverage Hilton’s strong brand equity and global loyalty programme to attract more high-value MICE clients by offering enhanced digital planning tools, AI-supported forecasting, and seamless event coordination features (WTTC, 2024). Capitalise on the hotel’s extensive event spaces to position the property as a preferred destination for multi-day international conferences, supported by Hilton’s digital check-in and automation capabilities.

	WO (Weaknesses–Opportunities)
	Implement flexible workforce models and cross-training programmes to reduce operational strain during event-heavy periods (CIPD, 2023). Deploy emerging automation systems such as labour forecasting analytics and integrated PMS-POS-Catering platforms to resolve communication bottlenecks and minimise turnaround delays.

	ST (Strengths–Threats)
	Use Hilton’s superior facilities, corporate partnerships, and central London location to negotiate performance-based service-level agreements (SLAs) with repeat conference organisers, ensuring controlled volumes aligned to operational capability (VisitBritain, 2024). Strategic pricing for peak periods can help offset rising labour costs while protecting brand perception.

	WT (Weaknesses–Threats)
	Create a contingency “event taskforce” staffing pool to respond rapidly to peak demand cycles and avoid dependence on overtime, further supporting compliance with post-Brexit labour conditions and ethical HR expectations (UKHospitality, 2024). Develop escalation protocols and workflow standardisation to prevent recurring bottlenecks during major event periods (ONS, 2024).


Table 3: TOWS Matrix for Hilton London Metropole
(Source: Author)
Among the provided list of strategic options, the WO and WT strategies are the most urgent and operationally important ones, as they are directly concerned with the reduction of the root causes of service inconsistency in the strongest operational periods. As commented by Sasidharakarnavar (2025), the implementation of staffing flexible arrangements and the introduction of cutting-edge technological solutions designed to improve demand forecasting and streamline processes in the workflow is the nearest solution to stabilising performance. This is estimated to reduce the risks of labour shortage and growing guest demands through the provision of contingency staffing arrangements and formally established escalation procedures. It is expected that the SO and ST strategies will grant the company a more sustained competitive edge following the restoration of operational sanity. Through the brand equity and the ability to manage and operate in Hilton, the property will be able to attract high-value contractual agreements and will no longer rely on ad-hoc event planning but on strategic portfolio-based event planning. These actions will enable Hilton London Metropole to transition out of a state of operational strain into a scalable, reliable, competitive, robust event-based service model.
[bookmark: _Toc219103328]2.5 Positive Performance Areas
Hilton London Metropole still shows some good performance abilities as the hotel competes well in the London conference and hospitality market despite the operational discrepancies witnessed during peak event seasons. The reviews made by guests and the industry suggest that the level of satisfaction remains quite high when there are non-peak operating days, and service delivery is closer to the Hilton brand standards and operational procedures (Einas A, 2025). It implies that the service model behind it is functional and that capacity pressure in large events interferes with the workflow effectiveness instead of a sign of systemic operational failure (Hilton Annual Report, 2024).
The hotel enjoys outstanding strategic resources, such as its location in the centre of London and close to major transport systems, including Paddington Station, which has been rated highly by both business and recreational tourists (VisitBritain, 2024). There are also the recent renovations that have been made to improve the design of rooms, guest-facing technology, and event space, which greatly increase the perceived brand value and the quality of services. Corporate and MICE clients remain loyal customers of the hotel due to the large number of rooms that are event-ready and the versatility of the event conference halls.
The aspect of technological integration is also a strength in the comparison with the usual occupancy rates, as the digital check-in and automation features help the guest flow and decrease the front-desk traffic. Moreover, the loyal Hilton Honours programme and good corporate relations help maintain the stable demand rates and establish lasting customer relations, thus increasing the stability of revenues and repeat visits (WTTC, 2024).
The evidence shows that Hilton London Metropole is not operationalising downward but, instead, the danger is in the ability to maintain the same service delivery throughout the high-volume events when operations grow intricate, at a steep rate. The alignment of capacity, synchronisation in workflow, and the flexibility of the staffing will thus be essential in the transformation of the current potentials of the hotel to become consistent in performance during every demand cycle.
[bookmark: _Toc219103329]3.0 Recommendations and Change Management 
[bookmark: _Toc219103330]3.1 Strategic Recommendations
The analysis above shows that the key operational issue that faces Hilton London Metropole is the lack of consistency in its service delivery during major events and when the occupancy is high. These performance variabilities are influenced by a combination of interrelated internal forces, among them being a dogmatic staffing model which cannot adapt to the unstable event-driven demand, the grown-up communication routes within departments and the incomplete technological assimilation which restricts real-time operational aspects. Therefore back to back conferences or massive functions where operational limits are often broken continue to be a sensitive area to core service processes: check-in, room turnover and banquet service. To stabilise the performance and restore the reliability that a flagship conference hotel should offer, a set of strategic advice is recommended, each one aimed at a specific root cause, relying on the current knowledge of hospitality operations and management change theory (Kemrichard, 2023).
The adoption of a flexible workforce framework with an elaborate cross-training framework is the first strategic suggestion. Currently, the hotel has a highly fixed staffing pattern that works well under normal conditions but fails when there is a spike in the volume in line with major events (Zirar, Ali and Islam, 2023). The implementation of systematic cross-training would allow the employees in the Housekeeping, Food and Beverage, Events Support, and Front Office departments to acquire a range of competencies, making labour redeployment effective in instances of bottlenecks (Ma, Ren and Zhao, 2021). Flexible firm model. In fact, functional flexibility improves resiliency of organisations in changing environments and minimises operational vulnerability, as workforce agility guidance provided by the CIPD (2023) and the flexible firm model proposed by Atkinson (1984) agree (CIPD, 2023). Cross-training would enable the Hilton London Metropole to develop multi-skilled employees who are capable of sustaining service continuity even when the pressure is at its highest.
On this basis, the second suggestion is to establish an organised contingent staffing pool based on part-time, casual, and pre-trained agency workforce. A formalised pool, unlike a traditional agency arrangement, which often leads to inconsistent service, because of limited understanding of brand standards, would be trained in line with the Hilton's operational expectations and event requirements (Lynn et al., 2023). This pool would be operated selectively in dealings with high-volume periods so that the staffing would be adequate without subjecting permanent employees to undo strain. Moreover, the adoption of demand-based labour-forecasting tools would make the choices in terms of scheduling more precise (Amosu et al., 2024). The hotel would be able to forecast when there would be high demand and invest in advance by having automated systems, which interpret historical trends of MICE patterns, assign movement and occupancy predictions. Such a mix of a flexible pool of staff and predictive scheduling can help decrease the expenses on overtime work, prevent the over-fatigue of staff, and enhance the overall service quality (Angadi and Kumar, 2025).
The third strategic recommendation is associated with the redesign and standardisation of event-driven workflows by means of integrated Standard Operating Procedures (SOPS). The existing operational differences are compounded by business communication divides and fragmented departmentation (Setyadi, Pawirosumarto and Damaris, 2025). As a solution to this, the Hilton London Metropole will have to employ event-specific SOPS, which will explicitly specify the responsibilities, sequencing of tasks, and the estimated duration taken by the rooms to be ready, the banquet to be delivered, and the guests to be transferred. This must be combined with introducing a comprehensive Event Flow Map, which would allow all departments to visualise working interdependencies and keep the delivery of services coherent. The principles of lean operation, as upheld by the importance of standardisation in minimising variability and maximising efficiency in the workflow (Dara et al., 2024). Process redesign would enable the hotel to reduce redundancy, develop a more distinct line of accountability, and have all service activities upheld on a single performance framework.
The fourth suggestion is the framing of technological systems such as PMS, POS and the catering platforms and event-management software. Hilton uses several up-to-date digitised devices, but these do not have an opportunity to connect, which limits the real-time decision-making and coordination across the department. Incorporation of the systems into one digital system would enable the hotel to get real-time information concerning room availability, catering orders, guest cheque-ins, and event scheduling (Anwar, Deliana and Suyamto, 2024). Real-time dashboards and automated notifications would also assist the managers in detecting possible disruptions before their escalation. The need for interconnective technological environments in complicated service settings, and this suggestion underlies the relevance of this suggestion to a large-scale, events-based property (Almutairi, Bergami and Morgan, 2024).
A fifth recommendation suggests the implementation of service-level agreements (SLAs) as the means to ensure the rebalancing of the event portfolio and adjust event demands and operational capacity. The hotel's dependency on MICE business puts it in a strategic position to experience the pressure of operations in instances where organisers of the event request a change of timeline or higher delegates beyond the agreed number (OECD, 2024). SLAs would enable Hilton London Metropole to have clear parameters in terms of capacity, lead times, and service expectations, hence, minimising volatility and sustaining event delivery. The strategy complies with the best-practice recommendations that highlight the significance of organised event management in large conference hotels in the United Kingdom (Dounavi et al., 2022).
The last suggestion is the improvement of the staff interaction and internal communication channels. Service failing can also be a symptom of not only operational deficiencies but also low morale, poor understanding, and poor coordination of front-line teams (Gamiljj and Rahman, 2021). Sharing guest outcomes would be created by daily pre-event briefings, distribution of brief communication sheets, and a recognition programme targeted at peak periods. 
[bookmark: _Toc219103331]3.2 Implementation Plan Using Change Management Theory
Implementation of these recommendations should be done using an organised organisational change strategy which minimises resistance and staff involvement during the transition. To achieve this, the Kotter 8-Step Change Management Model is an acceptable model to use since it focuses on leadership, communication and organised reinforcement (Errida and Lotfi, 2021).
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Figure 2: Kotter 8-Step Change Management Model
Source: Sittrop and Crosthwaite (2021)
The initial one is creating a feeling of urgency, and that is very necessary in order to encourage the staff to help in the changes being offered. This can be realised by providing quantitative information that explains the working implications of irregular service during peak events (Kotter, 2025). Reduced scores on guest satisfaction, negative online comments, and delays in operations recorded during the periods of the events may be used to reveal how the revenues, brand recognition and competitive positioning are at stake (Akin, 2024). Employees will be more willing to engage in the change process when they realise the gravity of the matter.
The second one is to establish an influential guiding coalition of departmental heads of Housekeeping, Front Office, Food and Beverage, Events Management, and Human Resources. These people are direct acquaintances with operational issues and may impact the groups in charge of adopting new practices (Carlisle, Ivanov and Dijkmans, 2021). Their cooperation would make sure that change programmes capture reality on the ground and are championed across the organisation.
The third step by Kotter is to establish a vision of change which is clear and compelling. In the case of Hilton London Metropole, the focus of this vision should include operational integration, digital-enabled efficiency, and any other element related to consistent guest service. The brief vision statement, like to provide a continuously smooth operation, hospitality based on integrated ways of operation, empowered employees, and smart systems, conveys the job and the ambition (McKinsey & Company, 2022). This vision will be a consistent point of reference in making decisions during the change process.
The fourth step involves good communication of the vision. Communication must be incorporated in various agents, such as staff briefings, noticeboards, in-house newsletters, and workshops, by the leadership (Mouazen et al., 2023). Kotter emphasises the need to maintain uninterrupted communication, but not episodic communication, so that the staff is also always headed in the direction of the organisation. This may be used at Hilton London Metropole in the form of frequent cross-departmental meetings where status review and any concerns are presented and discussed.
The fifth step relates to mobilisation of broad-based action, whereby structural and procedural barriers which hamper change are eliminated. As an example, duplicate SOPS contradicting efficient event processes should be updated (UNCTAD, 2023). Employees are to be provided with the skills required to work in the new cross-functional scheme, and old communication channels must be substituted with digital ones, which should operate in real time. The hotel breaks the barriers and provides employees with the right equipment and expertise so that change can happen more organically.
The sixth step is short-term win creation that is necessary in order to show progress and keep up the momentum. The value of the implemented changes would be measured by such measurable improvements as a decrease in the number of people waiting to check in at a pilot event or increased efficiency in serving a banquet during a major conference (Kotter, 2025). The positive behaviour and commitment of employees are boosted by celebrating such achievements.
The seventh step involves consolidation of gains and further changes that are sought. They should use early successes to justify spreading the activities, which include workflow redesign, cross-training, and integration of technology (Kotter, 2025). This makes sure that improvement is not limited to individual levels but rather is extended to organisational levels.
The eighth stage is the entrenching of new practices into the organisation's culture. The criteria regarding the consistency of operations and teamwork ought to be included in the performance appraisal systems. Renewed SOPS ought to take centre stage in departmental training. Leadership development programmes must support the expectations of interdepartmental cooperation and aggressive communication. 
[bookmark: _Toc219103332]3.3 Potential Benefits of the Recommended Strategies
The suggested measures will result in a broad spectrum of actual and non-actual gains that will reinvent the operational efficiency and competitiveness of Hilton London Metropole. Key benefits of the operation are related to significantly increasing the rate and precision of the core service operation. Multi-skilled staff and work-sharing would alleviate work pressure on labour during peak time and thereby ensure wasted time on room turnaround is minimised with faster turnaround in catering and banquet (Yildizhan et al., 2023). The integration of technology would facilitate communication, minimise errors that occur manually, and optimise the real-time arrangement of interdepartmental coordination.
Equally important is the aspect of customer experience benefits. People present at conferences or corporate events usually have a fixed schedule, so failure by the service providers to meet their timing can considerably interfere with their arrangements (Tomczyk et al., 2022). The increased consistency in touchpoints (check-in, room readiness, and meal service) would make it less inconvenient and create more positive impressions of reliability. Greater levels of guest satisfaction would help to boost online ratings and chances of repeat visitation.
The financial gains include fewer costs in compensation, improved retention of the guests and increased capability of obtaining long-term corporate contracts. The hotel can help stabilise operational performance during peak events to solidify its competitive advantage compared to hotels like Marriott Grosvenor Square and Novotel West London, which have gone ahead to improve efficiency with digital changes (Beniah Ojum and Charles, 2024). Also, SLAs would assist in stabilising the revenue associated with events to ensure event requirements are matched with operational capacity.
Tactically, the suggestions are aligned with modern-day hospitality models that emphasise value addition based on effective service provision (Boccali et al., 2022). The upgrades would place the hotel in a better competitive position in the growing MICE market, which would provide long-term stability in the developed and fast-changing sector.
[bookmark: _Toc219103333]3.4 Cost Implications
The financial impact of these suggestions is relatively to the size of Hilton London Metropole and cannot be considered as spending money but the strategic costs. The most important financial investment is the technological integration, which is estimated at £150,000 and £220,000. These investments would help to upgrade the systems, real-time dashboards, and online communication tools. Cross-training schemes and programmes on various flexible workforces are estimated to cost about £40,000 each year, whereas a contingency workforce pool would cost around £18-£25 per hour in a contract that varies according to the volumes of events. An additional investment of £15,000- £20,000 would be needed to devise the SOP redevelopment and leadership workshops. It is assumed that such expenses will be moved towards saving of efficiency, less overtime, and better revenue stability as a result of the increased operational consistency.
[bookmark: _Toc219103334]4.0 Action Plan
	Sl No
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	1
	Peak period service is inconsistent owing to rigid staffing.
	In order to develop and execute an adaptable workforce design that includes systematic cross-training of Housekeeping, Front Office, Events and F&B and is enabled by the creation of a backup staff pool that is comprised of trained casual and agency staff that can be deployed at high workload times. An introduction to labour-forecasting software will be made in order to increase accuracy in scheduling.
	Greater labour mobility and utilisation enhanced deployment during large events, resulting in decreased delays in cheque-in, housekeeping turnover and services in the banquet hall. The problem of staff burnout and dependence on overtime will reduce, and satisfaction from guests will increase at times when clients are most sought after because of assured service delivery.
	4 months
	30/04/2026
	£40,000 annually (training, scheduling tools, induction of contingency pool)

	2
	Divided operation processes and a lack of coordination across departments.
	In order to create integrated Standard Operating Procedures (SOPs) that are specifically business specific to conference and events cycles, the Event Flow Map that defines the responsibilities, times and escalation points should be included. To ensure that the teams are conversant with the new workflow structure, cross-departmental workshops will be provided.
	An operational process that is single, predictable, and efficient in large events that has led to quicker room readiness, better catering service and enhanced cross-departmental communication (Pitakaso et al., 2025). Less duplication and accountability will increase consistency.

	3 months
	15/03/2026
	£15,000–£20,000 (SOP redesign, workshops, workflow mapping)

	3
	Minimal technological adoption leads to weak communication and poor real-time visibility.
	To install a unified digital platform which will connect PMS, POS, catering systems and event-management programs. Managers will be assisted with real-time dashboards and automated notifications to track room preparedness, serving and catering advances, and pressures in the queue at the reception.
	Better coordination of departments in real-time, more timely and prompt identification of bottlenecks, a decreased amount of manual error, and increased speed of operational decisions (Alonge et al., 2021). It will greatly reduce disruptions in the service during major events.
	6–12 months
	30/10/2026
	£150,000–£220,000 (system upgrade, vendor integration, staff training)

	4
	Lack of communication between staff during the large events results in a lack of clear expectations.

	To implement pre-event daily briefing huddles, one-page communication sheets providing summaries of event details, and a planned recognition programme, based on the outstanding performance in the high seasons.
	Enhanced transparency, inspiration and cooperation between frontline teams (Uchenna et al., 2024). Employees will know the precise needs of the event, and there will be less confusion in the organisation of work, and the sense of ownership of the result will be reinforced.
	Immediate and ongoing
	01/02/2026 (initial roll-out)
	£5,000 annually (communication materials, recognition initiatives)

	5
	Unforeseen event necessities impose non-sustainable strain on operating capacity.
	To be able to negotiate and execute service-level agreements (SLAs) with major event organisers, to match delegate numbers, schedule and service demand with the hotel's functioning capacity.
	Greater predictability of the schedule of events, greater correspondence between capacity and demand, and less pressure on personnel (Eichenseer, Hans and Winkler, 2024). Better relationships in the long term with organisers of events, and enhanced revenue security.
	5 months
	15/05/2026
	Staff time only (no major financial cost)
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[bookmark: _Toc219103335]5.0 Conclusion
This consultancy report has investigated the operational performance of Hilton London Metropole with close consideration to the inconsistencies that are present in the occasions of occurrence of large-scale events and when there are concentrated occupancy periods. The discussion and the analysis with the help of STEEPLED, SWOT and TOWS frameworks showed that the main reasons why these inconsistencies exist are hard staffing structures, poor coordination of workflow and no maximum technological associativity, which contributed to the failure of the property to provide reliable service in accordance with the Hilton global standards. The analysis also showed that these weaknesses are compounded in the high-profile MICE events, where guest numbers are so high and their service issues are more complex.
To address these issues, the report made a set of strategic recommendations organised into three main pillars, namely: workforce flexibility, process and workflow redesign and systems integration. These proposals were justified by the current literature on hospitality business and based on the organisational change theories, especially the 8-Step Model by Kotter. The set of the suggested interventions provides a logical and realistic map on how to tackle the core of the problem of operational inconsistency. Cross-training and contingent staffing pools and predictive labour-forecasting devices would enhance labour agility, and the redesigned SOPs and event-flow would improve process transparency within departments. Real-time coordination would be enhanced further by technological integration, through coordinated communication programmes as well as the introduction of service-level agreements with event organisers, which would stabilise the operational pressures.
When implemented well, these changes are likely to generate significant value on both operational and financial levels and experience levels. Better synchronisation of the workflow, fewer delays in the services and higher participation of the staff would benefit the quality of the guest experience, build a stronger brand reputation and increase the chances of recurring business in the highly competitive London MICE market. Finally, the report highlights that the systemic failure is not the constraint of Hilton London Metropole but structural misalignment under peak demand cycles, and the proposed strategies offer a possible way to achieve long-term operational sustainability and excellence in service delivery.
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