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[bookmark: _Toc200003726]Executive Summary:
This consultancy report studies Novotel London Canary Wharf’s current issues and outlines a strategy to deal with them productively. The main goal of this report is to give practical recommendations that increase guest satisfaction, improve the quality of services and strengthen how the hotel is seen in the competitive hotel market in London. The report is based on thorough research, analysis of data and trusted management frameworks, which help it spot the main problems affecting the business and offer a plan to make further growth and improvements possible.
Guest safety, inefficient customer service and hygiene concerns have become major difficulties for Novotel London Canary Wharf (All Accor, 2025). Because of these issues, guests are less satisfied, as seen in the rise of negative reviews and fewer visitors returning for a second time. Among the main problems are safety issues, including late-night evacuations tied to guests smoking in rooms and guest conduct. They not only affect the comfort and safety of other people but can also damage the hotel’s image. Further problems arise when guests find check-in to be slow and front desk staff unfriendly, harming the overall experience they have. Also, ongoing guest complaints about cleanliness expose issues in housekeeping and quality control. When put together, these matters limit the hotel from giving guests and Accor the expected consistent level of service.
There are more effects from these operational problems than just leaving guests dissatisfied. Many people sharing unpleasant experiences on TripAdvisor, Google Reviews and Booking.com have reduced the number of guests and led to fewer profits, making the hotel’s finances very endangered. A hospitality brand losing guest trust can see fewer reservations and a loss of loyal customers in the future (Baki, 2020). Also, because of missing training sessions and a lack of reliable communication, the team’s spirit and loyalty have waned, making the service offered unreliable and more expensive due to staff turnover. The internal conditions at the hotel relate directly to its image in the industry, so enacting improvements should focus on multiple areas at the same time.
To convey all the details of these challenges, the report uses several kinds of analysis. Changes in what people care about for hygiene and safety, improvements in technology allowing easier contactless services, the state of the economy for travelling and updates in health and safety rules are evaluated during the STEEPLED analysis. The process also looks at ethical and demographic trends that affect what guests expect and how hotels work. A SWOT analysis carried out inside the company shows Novotel’s strengths as its central site and known brand, and its weaknesses are the inconsistent service and the lack of recent training for staff. Using a TOWS analysis, these results are converted into options, letting the hotel handle opportunities and deal with threats properly (MasterClass, 2022).
Evidence-driven, practical measures are the main focus of the report’s recommendations. It points out that to keep safety high, it should start advanced security checks, create a 24/7 guest team to manage issues and use artificial intelligence-based smoke alarms and noise sensors. Updated policies on disruptive guest conduct should be displayed where they can be seen by everyone, and staff need to have clear instructions on how to address security concerns right away (Crystal, 2025). These changes are designed to ensure safety and control, which should increase visitors’ confidence and reflect well in their online reviews. It is advisable to offer self-service kiosks and mobile check-in, and retrain the front desk staff in customer service (Kandampully et al., 2018). Adjusting staff schedules to cover peak periods and using feedback kiosks helps capture how people feel instantly and lowers the time they need to wait. By using Six Sigma and Total Quality Management (TQM), housekeeping can reach operational excellence with a lower number of guest complaints, better cleaning and a continuous desire to improve.
Proper management is needed to make sure staff accept and implement the changes correctly. The report illustrates using Lewin’s Change Management Model, where first communicating gaps in performance to unfreeze old approaches, guiding the application of new practices during trials and training and then turning them into official policies in the organisation. Kotter’s model also suggests making people feel urgency by looking at data, forming a team of leaders, making the vision clear, keeping everyone updated and supporting the new changes with training and recognition (Bezuidenhout and Schultz, 2013). The method limits resistance, motivates staff to be involved and helps them adopt lasting changes at work.
The company will measure the outcomes of these strategies by carefully watching financial results, customer responses, how internal processes work and progress in learning new things. Guest satisfaction, how often guests stay again, how quickly rooms are cleaned, and training progress will be important performance areas. Relying on both employee, supervisor and guest reviews, as well as observations from social media, will give a full picture of achievements (Skopak and Hadzaihmetovic, 2022). SOPs will be regularly updated every quarter, and departments will take the lead on initiatives to keep progress consistent. The changes will help Novotel meet Accor’s worldwide hospitality standards and better support its brand and edge against rivals in London’s hotel industry. All together, the report gives Novotel London Canary Wharf a clear guideline to handle its current issues, better manage its operations and offer a high level of guest satisfaction that guarantees success.
The consultants value being part of this project with Novotel London Canary Wharf and are keen to assist with more efforts aimed at improving and growing from the recommendations. The collaboration reveals both companies’ strong dedication to being pioneers in hospitality management.
[bookmark: _Toc200003727]Introduction
This report looks at the significant operational issue impacting the Novotel Hotel, which is an established business in the hospitality sector (Accor, 2024). Currently, the issue being considered is the decline in how happy customer are, mainly about poor service and uncleanliness. More and more, this concerns the hotel because it can harm the brand’s reputation and lead to fewer repeat bookings and unhappy reviews on the Internet. The key objective of this report is to explain the core reasons for these difficulties and set out improvement measures.
Global chain Novotel Hotels is famous for its mid-market services and hosts both tourists and business visitors. Operating for more than 20 years, the hotel is located in the centre of a major city, so it is popular among those who want easy access to the city. The property contains 250 guest rooms designed for different needs, like regular rooms, suites and rooms for families. All rooms give guests modern comforts and an average area of about 30 square meters (Skokie, 2025). Because of its reliable service over many years, Novotel has kept many customers. Nevertheless, the latest feedback from guests suggests some new issues are affecting staff interactions, service quality and building upkeep, which are now damaging the organisation’s reputation (Harrie, 2024).
[bookmark: _Toc200003728]Background of the Consultancy Firm
The report has been created by InnVision Consultants, a firm known for helping hotels and resorts worldwide over the last 15 years. With their experience, InnVision Consultants guide businesses in making operations more efficient, improving customer experience and adjusting strategies. We use standard practices from the industry and create our solutions to meet the needs of every client. We are proud of using research-based theories and analysis tools to find the core issues and develop solutions that last.
[bookmark: _Toc200003729]Frameworks and Models Used in This Report
· The McKinsey 7S Framework will help analyse if there is consistent alignment in strategy, structure, systems, shared values, style, staff and skills. Observing such flaws will suggest how ongoing internal situations may play a part in the difficulty of running the organisation’s operations.
· Six Sigma (DMAIC) provides a systematic method for working on service quality and how efficiently tasks are done (ASQ, 2024).
· SWOT & TOWS Analysis are valuable in studying what Novotel is good at and where it lacks, and also in analysing what is happening beyond the company that can affect it. The TOWS matrix helps managers identify strategic options based on how internal and external factors are matched within the matrix.
· The 8-Step Change Model by Kotter and Lewin’s Unfreeze–Change–Refreeze Model Using Balanced Scorecard and 360 Feedback,  to regularly check and improve many aspects of the organisation, such as finances, customer happiness, internal routines and employee involvement (Gill et al., 2006).
[bookmark: _Toc200003730]Issues Addressed in This Report
The biggest concern discussed in this report is the drop in customer happiness and the rise in complaint reports received at the Novotel Hotel (Tripadvisor, 2017). Most of the complaints are about the cleanliness, delayed responses to guests’ needs and changes in service quality from one part of the hotel to another. Issues like these show that the organisation lacks alignment, as staff training, internal communication, and procedures may not be up to date (Teaching, 2025). The issues affect the satisfaction of guests as well as the spirit and productivity of employees (Bin Shmailan, 2015).
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[bookmark: _Toc200003731]Issue 1: Guest Security Concerns
A recent guest mentioned going through a traumatic experience when they were evacuated at 10:15 pm from the 25th floor, since the staff did not explain what was happening. People also pointed out that the hotel did not screen guests properly, which led to disruptive and drunk people booking quickly and causing issues like smoking indoors, forcing guests to evacuate. This situation greatly reduces the confidence of guests that the hotel can give them a safe and comfortable place to stay.
This problem greatly affects the way the hotel is seen, since safety is something guests always expect. If people read bad online reviews about security issues, they usually avoid the brand and its reputation is also affected. If these issues are ignored, there’s a danger of hurting guests and also facing losses from cancelled stays and fewer returning customers.
[bookmark: _Toc200003732]Issue 2: Poor Customer Service and Staff Attitude
It has also been raised that guests at Novotel London Canary Wharf face unsatisfactory customer service, mostly at the reception desk. A guest reported that the person at the front desk behaved rudely, had no empathy and was not professional when welcoming them. Since the mistake was not the hotel’s fault, the attitude shown to the customer made the experience unpleasant.
Examples like these reduce guest satisfaction and could hurt the hotel’s reputation because of his or her negative online reviews. Applying the McKinsey 7S Framework, the challenge is with “Staff” and “Style” as these aspects point out gaps in staff training, motivation and leadership style (Day et al., 2022). It leads to unhappy staff and high staff turnover, which makes it harder to deliver good service. Also, negativity from guests reduces their loyalty to the hotel, which affects the hotel’s future revenue.
The issues continue and impact a number of departments like front desk, security and housekeeping, which suggests that the hotel needs a full and organised way to address these concerns.
[bookmark: _Toc200003733]Detailed Analysis of Each Issue:
[bookmark: _Toc200003734]Customer Feedback and Reputation
Guest reviews are very important in measuring performance in hotels, and recent comments at Novotel London Canary Wharf have pointed to many issues. TripAdvisor and Google Reviews regularly express worries about safety, how customers are treated and the way staff interact. One guest reported that they were evacuated from the 25th floor very late at night because of a fire alarm, but the staff did not explain the situation, and the other guests were disruptive. A different guest said the front desk team was “rude,” “called them abrupt,” and stated that they lacked empathy.
It looks like Novotel approaches feedback mostly after an issue instead of before one appears. Not many examples show that complaints or service issues are solved consistently, which shows that customer relationship management is failing (Dhiman and Arora, 2022)c1. Missing a clear process for post-stay feedback shows that the company is not effectively using what guests tell them to improve..
[bookmark: _Toc200003735]Operational Issues
Cleanliness, which was once expected, is now a topic people often complain about. If guests say their rooms are not clean and have lasting bad odours, it shows that housekeeping is not being maintained. They probably happen because staff lack training, schedules are rushed, or there isn’t good supervision. Because the hospitality industry was short-staffed after COVID, these problems were likely more severe as everyone worked harder.
Variations in how well service is given affect how guests feel during their stay (Anabila et al., 2022). There are people who get praise for being so professional, but some are called out for acting dismissively and unhelpful. It shows there are not enough efforts at internal communication and training in soft skills. The Framework points out that an organisation may lack consistency because of mismatches in both capabilities and routines, causing operations and team skills to not align.
Many have noted that response time to guests is too slow. Taking a long time to resolve issues usually points to both inefficient internal policies and a lack of trained staff (Kelloway et al., 2012). Lingering gaps result in unhappy guests, since guests care about responsiveness as much as a clean room.
[bookmark: _Toc200003736]Financial Impact
Such issues often have big financial effects for businesses. As shown by Statista (2023), even a drop in a hotel’s online rating by one star can cut revenue by as much as 10% (Statista, 2022). Negative experiences also cause guests to leave, which requires restaurants to spend more on marketing and discounts to bring in new visitors.
Discounts for unhappy customers take money out of the profit margin. Fixing these problems might call for large investments, including finding suitable team members, reviewing training methods or introducing new housekeeping practices. But avoiding action could be more costly if reputation issues result in ongoing damage to a brand.
[bookmark: _Toc200003737]Staff and Internal Factors
Many staff leaving a company is normal in the hospitality industry, but it becomes a concern when it disrupts how service is delivered. If workers feel discouraged, the level of service is also reduced. Employees are present but not invested; these guest complaints may show that the workplace culture isn’t positive for staff (Fidyah and Setiawati, 2020).
Since they have not received enough onboarding and training, staff find it hard to manage difficult or stressful situations (Gill et al., 2006). Also, it is clear that internal communication is not strong enough, as there is a lack of coordination when guests have problems.
The Style and Shared Values aspects of the McKinsey 7S suggest that the leadership might not be putting enough effort into service excellence and company culture (Hyunjeong, 2012), which could result in guest experiences that are not always excellent and separated teams (Berson and Linton, 2005).
[bookmark: _Toc200003738]Research Methodology and Data Sources
· The Techniques of Research and The Sources of Information
· Point out that information comes from many neutral and well-known sources:
· Customer review websites (TripAdvisor, Booking.com, Google)
· Industry reports prepared by STR and PwC (Hospitality outlook)
· Writings in journals or the form of case studies about hotel management
· Using statistics from the government about tourism and the economy
· using information on their competitors
[bookmark: _Toc200003739]STEEPLED Analysis
	Factor
	Impact on Novotel Hotel (Hospitality Focus)

	Social
	Since the pandemic, guests are looking for increased cleanliness and more personalised experiences. Being more inclusive and supportive means staff need training and improvements in services (Zeithaml, 2000).

	Technological
	Guests can now use contactless check-in, hotels have started using AI for their teams, and managing reputation online is standard in the industry. The company needs to incorporate these technologies to answer guest needs and perform operations efficiently (Kamalanabhan et al., 2009)s.

	Economic
	Reduced spending due to inflation and recession means people spend less on hotel rooms and meals. Organisations have put a limit on what they spend on corporate travel (Mijatov et al., 2018).

	Environmental
	Individuals concerned about the environment look for eco-friendly accommodation. Novotel can increase its attractiveness to customers by highlighting its green actions (eg, reducing energy use, recycling).

	Political
	Since Brexit, how people can visit the UK and the immigration rules have played a role in tourism. Alterations to global travel tips can alter how full hotels are (Nair et al., 2024).

	Legal
	It is very important to follow all recent health, safety and labour regulations. If rules are broken or employees bring grievances, the company might suffer legal and reputational consequences (Thakur, 2014).

	Ethical
	More people are paying attention to practices in sourcing, how employees are treated and how companies are transparent (Madan and Srivastava, 2015). Ethical mistakes can reduce people’s trust in a brand and prevent them from booking with that company.

	Demographic
	More people travelling and the older population mean that hotels need to add digital services, adjust their ways of serving guests and make unique features for guests (Anwar et al., 2024).


Analysis: According to the text, Novotel is dealing with challenges influenced by various external pressures affecting the economy, law, technology and society. Because guests want more, and digital tools are missing, hotels must upgrade their technology and train their staff (Hello Shift, 2025). Both social pressure and ethical issues lead to a need for clients to receive better customer service and more transparency, which are current problems for the company (Mijatov et al., 2018).
[bookmark: _Toc200003740]SWOT Analysis
	Strengths
	Weaknesses

	In a prime place in Canary Wharf, London
	Difficult behaviours by staff and inconsistent ways customers are treated

	Worldwide name in the hospitality sector (Accor Group)
	There are regular complaints from guests about being disturbed and about cleanliness.

	Modern technology and a bar/restaurant on the roof
	Problems in employee training, work communication and customer response (Noercahyo et al., 2021)

	Entertainment and comfort for guests are very important for corporate travellers.
	Problems with long response times and poor involvement with guests

	Opportunities
	Threats

	Domestic and vacation trips that keep people at home are increasing.
	Strong competition comes from London’s many boutique and luxury hotels.

	Increased popularity of digital and contactless ways to pay (Shrivastava et al., 2013)
	When customers read negative reviews, their trust may decrease, and they might book less in the future (Vermeulen and Seegers, 2009).

	Sustainable tourism and certificates related to it
	Cumulative inflation and less money budgeted for trips by companies

	Working together with businesses and event venues located in the community (SPRING Singapore, 2008)
	Rules that affect how flexibly a business can manage its operations


Analysis: While having a strong brand and a prime location is helping Novotel, the weaknesses inside the hotel, mainly because of staff and unreliable service, are affecting the hotel’s position in the market (Sivanathan et al., 2004). The industry supports eco-tourism and contactless services, which helps now; however, not managing threats could cause a lasting decrease.
[bookmark: _Toc200003741]TOWS Analysis
	Strategy Type
	Strategic Options for Novotel London Canary Wharf

	SO (Strengths–Opportunities)
	- Use modern amenities and location to attract eco-conscious travellers by introducing sustainable practices.
- Let the modern facilities and ideal location draw eco-friendly travellers, with an emphasis on sustainability (Bexell and Jönsson, 2017).

	WO (Weaknesses–Opportunities)
	- Rely on people knowing the brand to introduce new contactless tech and draw more interest from young travellers.
- Technological tools (such as mobile apps and AI chatbots) can make up for inconsistent staffing and help the business respond faster (Hotels, 2023).

	ST (Strengths–Threats)
	- For Novotel means making sure customers are aware of their brand reliability and strong safety features.
- Send out messaging to keep the hotel front-of-mind for corporate clients worried about the economy (Michael and Kevin, 1990).

	WT (Weaknesses–Threats)
	- Redesign complaints systems so that they log, monitor and address customer problems efficiently.
- Start with internal reviews and staff assessments to find issues with how people perform and keep turnover down (Shukla et al., 2013).


Analysis: The TOWS matrix helps bring insights from SWOT into usable strategies. For example, SO strategies help Novotel keep doing well in its strong points and also incorporate sustainability and digital features to keep up with industry trends (Glion, 2023). WO approaches recognise what the company needs to improve, but suggest solutions like service training and technology implementation (Wilkins et al., 2007).
ST strategies help Novotel lean on its strengths to compete and maintain its position in a tough market. Placing trust, safety and brand sameness at heart helps deal with both negative reviews and outside challenges. Still, WT strategies are mainly about self-preservation, but also very important. They make structural changes, for example, updating how complaints are managed and boosting communication inside the organisation, to reduce risks and avoid future problems (Mariia et al., 2021).
According to the STEEPLED, SWOT and TOWS studies, managing Novotel London Canary Wharf involves dealing with a current strategic crossroads. Although external factors contribute to growth, the company is not in the best position to take advantage of them because it lacks good service quality and staff engagement (Benyoussef and Zaiem, 2017). With these models, Novotel can prepare a dedicated plan to fix its reputation, make customers happy and maintain success in the challenging London hospitality industry.
[bookmark: _Toc200003742]Recommendations And Change Management:
From studying the operations at Novotel London Canary Wharf, it is evident that many main issues are hurting guest happiness, the hotel’s reputation and the standard of its services (Abdullah et al., 2022). The main problems concern problems with guest safety, ineffective front desk procedures and unequal housekeeping, which have caused the business to receive negative feedback online, have customers stop returning and lose income.
This part of the recommendations is intended to put forward helpful and affordable solutions for the main challenges mentioned previously. They are meant to address existing issues and prepare the hotel for future success by encouraging continuous improvement by employees (Pradhan and Hati, 2022). The guidelines for recommendations follow best practices in hospitality and are supported by change management methods such as Lewin’s Change Model, Kotter’s 8-Step Change Model, Six Sigma (DMAIC) and Total Quality Management (TQM). These models show how implementation should take place so that changes are stable, easy to track and agreeable to everyone involved.
[bookmark: _Toc200003743]Recommendations:
The proposed recommendations are mainly aimed at three strategic pillars.
1. Enhancing the guest experience: Making sure guests can access helpful services quickly and feel safe in the hotel (Wu et al., 2021).
2. Restoring the hotel’s reputation: Fixing the hotel’s reputation by serving high-quality meals and using guest feedback.
[bookmark: _Toc200003744]Issue 1: Guest Security Concerns
Safety of guests is a major challenge at Novotel London Canary Wharf, especially during late-night evacuations, when guests break smoking rules and when guests behave badly. Things like these hinder the journey and also increase the risk that leads to negative comments and damage the hotel’s reputation.
It is suggested that hotels review IDs, check for suspicious activities and use soft profiling to pay attention to high-risk behaviours at check-in. A guest relations and incident response team working 24 hours a day will be able to quickly address any disruptions. Also, adding AI-based smoke detectors and sound level sensors in each room and hallway helps catch smoking and disturbances before they cause damage.
Estimated Cost:
· Technology installations: £10,000–£15,000
· Staff training and new shift cover: £5,000
· Policy documentation and displays: £1,500
· Total: ~£20,000
Expected Benefits:
· Fewer situations requiring evacuations because of accidents
· More comfort and confidence for hotel guests
· Higher-quality reviews found online and stronger brand trust
[bookmark: _Toc200003745]Issue 2: Inefficient Check-In Process
Many more guests are complaining about the staff at the front office being rude and not very efficient. The introduction of self-service kiosks and mobile options for check-in will modernise the hotel, giving people more convenience and less time in queues. Everyone in the front desk team should get retrained in customer service, with an emphasis on being sensitive, polite and offering good hospitality etiquette (Tajeddini, 2011).
Estimated Cost:
· Kiosks and tech integration: £20,000
· Staff training: £2,500
· Feedback tools: £1,000
· Total: ~£23,500
Expected Benefits:
•	An easier and more efficient process of checking in
•	Ensure guests are satisfied with their experience
•	Reduced possibility of quarrels and concerns between staff and guests
[bookmark: _Toc200003746]Change Management Strategy:
For the recommendations to be put into action and kept up for a long time at Novotel London Canary Wharf, an organised and strategic change management plan is necessary. New technology, behavioural standards, internal routines and methods of interacting with guests usually cause resistance unless everything is managed according to plan. Due to this, Lewin’s Change Management Model and Kotter’s 8-Step Model will be implemented to successfully direct the transformation and integrate improvements into daily hotel life.
[bookmark: _Toc200003747]Lewin’s Change Management Model
Unfreeze:
Organisations in this phase work on helping employees see the need to change and become aware of the current issues (Huang et al., 2016). Novotel shows quantitative data proving that it falls short in accidents, how guests feel and the cleanliness of the hotel. Sharing TripAdvisor, Booking.com and incident report scores with several teams allows people to notice where there are gaps in service.
Change:
Now, the hotel is carrying out the new strategies it has planned. By way of example, new items such as AI smoke detectors, self-service check-in, updated guest rules and employee training will roll out gradually through pilot projects (Hadi and Indradewa, 2019). Workshops, feedback sessions and practical training will engage the staff to promote their ownership of the project. Communication lines will always be open, helping employees bring up their concerns or offer ideas as the transition happens (Thomas, 2007).
Refreeze:
The last part is ensuring that the new ways of working become part of the organisation’s cultural background and standard procedures. They can reach this by updating their staff handbooks, offering incentives and recognition to those adjusting well and rewarding achievements when there are fewer guest complaints or check-in time is lowered. Ongoing review and use of metrics will sustain the changes made.
[bookmark: _Toc200003748]Kotter’s 8-Step Model Application
Create Urgency:
· Use information from reviews, the guest room inventory and financial details to describe how setbacks are currently affecting the business (GMH, 2009). Let them know that if no action is taken, both money and reputation could be lost, which should make everyone act swiftly.
Put together a group of supporters.
· Group people who are senior leaders, department leaders and staff members in the Change Taskforce (Robertson et al., 2012). They ought to back up the change, get feedback from their teams and see that the strategy is carried out.
Prepare a plan to make a difference.
· Create a strong, inspiring vision for the company
· Work on meeting guests’ expectations, one person at a time.
· It allows associates to use this method in their daily dealings with guests and upholds the brand’s focus on guests (Voegtlin et al., 2022).
Discuss the company’s vision with the team.
· Put the vision on TV screens, mention it at the morning meeting, share it in newsletters and discuss it during group meetings. The board makes it possible to follow progress in complaints and service scores daily (Ali et al., 2021).
Empower Action:
· Get rid of anything that keeps workers from turning the vision into reality. It is possible to reduce burnout by adjusting the shifts, giving some decision-making power to the frontline teams and setting up an online forum where everyone can give feedback.
Get positive outcomes within a short timeframe.
· Take note of and recognise moments when checking in becomes faster, audits of cleaning get better or more pleasant reviews are shared on social media. Wins inspire our team, which strengthens their interest in the work (Wickham et al., 2021).
Don’t stop at success; make the next change and improve even more.
Not becoming lazy as soon as results start showing. When a plan  is successful, present it to other groups in the company. Try retraining employees working at the front desk in the same way if there are fewer complaints about housekeeping (Tims et al., 2011).
Anchor the new change into the culture of the company.
Implement updates in how people are hired, reviewed and given promotions so that staff continues to use the new strategies. Recognise people who live by the company’s new rules to support its consistent culture.
[bookmark: _Toc200003749]Stakeholder Engagement and Communication Plan
	Stakeholder
	Power
	Interest
	Strategy
	Method

	General Manager
	High
	High
	Manage closely
	Weekly review meetings

	Front Desk Team
	Medium
	High
	Involve & train
	In-person workshops, newsletter

	Housekeeping Staff
	Medium
	High
	Empower
	Daily checklists, shift huddles

	Guests
	Low
	High
	Inform
	Welcome letter, digital notices

	Engineering/Maintenance
	Medium
	Medium
	Support role
	Daily task board

	Accor Corporate HQ
	High
	High
	Align goals
	Monthly brand reporting


[bookmark: _Toc200003750]Monitoring and Measuring Success:
A reliable way to measure and track performance must be set up for the suggested changes to last at Novotel London Canary Wharf. It guarantees accountability, permits decisions to be made from data and supports a commitment to improve over time. This method uses Balanced Scorecard scores, receives feedback from coworkers and applies models for quality improvement such as Total Quality Management (TQM) and Six Sigma (DMAIC).
[bookmark: _Toc200003751]Balanced Scorecard Key Performance Indicators (KPIs)
This method allows organisations to see if their activities align with multiple aspects of goal achievement.
	Perspective
	KPI Example

	Financial
	The expense of handling each complaint, the rise in how often people rebook or visit again

	Customer
	The average review rating given by guests to the business (on TripAdvisor and Google Reviews)

	Internal Process
	The standard time for cleaning a room, the usual length of the check-in line

	Learning & Growth
	How much training has been completed by the staff.


Realising that these initiatives add value to the business can be checked through instances of financial gains and improved operations.

[bookmark: _Toc200003752]360-Degree Feedback & Evaluation
To check how the interventions are working, feedback from all sides gives a complete picture of progress and how engaged employees are:
· Anonymous surveys of staff after training can show how confident they feel in their new roles and highlight anything new about processes they notice.
· Teaching Supervisors review and rate how employees behave, respond to changes in protocols and make progress in their roles (Jena et al., 2018).
· Guest Exit Surveys: At check-out or later via email, guests are asked to give their ratings of cleanliness, service and safety in the hotel (González-Rodríguez et al., 2021).
· Checking feedback and comments on social media and review websites for sudden changes in tone, how often they occur and the content.
Having these feedback loops helps companies respond fast to problems and stop them from becoming more serious (Michelin, 2024).
[bookmark: _Toc200003753]Total Quality Management (TQM) Approach
	TQM Principle
	Application at Novotel

	Customer Focus
	Responding right away to feedback left by online reviewers and survey takers (Walker and Walker, 2021)

	Continuous Improvement
	Revise the SOPs every quarter based on how the operation is running.

	Team Involvement
	Having “champions” in each department guides quality work

	Integrated System
	Ensuring all departments rely on a common system (for instance, CRM, audit logs).


TQM helps make changes stick in the organisation so that they are consistently applied.
[bookmark: _Toc200003754]Six Sigma (DMAIC) – Application for Housekeeping
Six Sigma DMAIC (Define, Measure, Analyse, Improve, Control) outlines a well-structured way to handle complaints about cleanliness.
	Step
	Application at Novotel

	Define
	Housekeeping Complaints: Work to get them down by 40% in the next six months

	Measure
	Looking at complaint groupings, hotel room quality scores and how much time it takes to clean the rooms each week

	Analyse
	Analyse the results of the audit to find out where the problems usually happen.

	Improve
	Make digital checklists for cleanliness and use QR codes for collecting guest feedback.

	Control
	Auditing at the end of every month, refresher sessions and reviews of progress with the included dashboard for leaders (Bui et al., 2017)


[bookmark: _Toc200003755]Estimated Total Cost Summary
	Area
	Estimated Cost

	Security upgrades
	£20,000

	Check-in technology & training
	£23,500

	Housekeeping upgrades
	£12,000

	Change management workshops
	£4,000

	Monitoring tools
	£2,500

	Total
	£62,000


[bookmark: _Toc200003756]Strategic Benefits to Novotel London Canary Wharf (300 words)
The actions set out in these recommendations are expected to boost Novotel London Canary Wharf’s position, making operations more effective, guests more content and improving how the hotel aligns with Accor’s global brand standards.
20–30% Increase in Guest Satisfaction Scores
More safety precautions, new training for employees and new self-serve kiosks and AI technology will make a visitor’s stay much better (Erwin et al., 2019). By focusing on what guests dislike (bad customer service, unclean rooms and safety), companies can make guests much happier and feel safe while staying at their hotels. Adopting guest feedback loops such as exit surveys and quick check-out kiosks helps the hotel improve its services, which boosts satisfaction by 20–30% within half a year.
15% Boost in Occupancy via Reputation Recovery
Enhancing how guests enjoy their vacations will lead to better reviews on TripAdvisor, Google Reviews and Booking.com (Smith and Liu, 2022). Since online reputation is very important for choosing hotels, the improved reputation should result in a 15% rise in reservations. The hotel will receive more repeat customers and referrals, attracting more leisure and business travellers to it (Rodríguez-Antón and Alonso-Almeida, 2020).
Reduced Staff Turnover by up to 10%
Implementing standard operating procedures (SOPs), providing regular training and using staff empowerment and performance incentives for change management will raise employee satisfaction and reduce job dissatisfaction (Liu et al., 2010). As a result of these measures, there may be a 10% drop in people leaving the organisation, helping services stay predictable and preventing extra costs for new hiring.
[bookmark: _Toc200003757]Action Plan
This action plan offers Novotel London Canary Wharf a well-defined and structured path to solve its main operational issues, which are focused on guest safety, efficient check-ins and quality of services (Asgeirsson et al., 2024). Every initiative clearly states the problem to be addressed, the proposed answer, the goal, the timeframe involved and costs. The plan will guide the hotel to make things better for guests, improve the work performance of employees and enhance how everything is run, which will strengthen Novotel’s position in the market (Abdou et al., 2022).
	Problem
	Recommended Solution
	Desired Outcome
	Time Scale
	Estimated Cost

	Guest Safety & Security Concerns
	- Enhanced security measures during the check-in process, an accident response team available at all times, AI-based sensors for smoke and noise and clear rules and reporting procedures for guests and staff.
	- There are fewer emergency evacuations- The environment is safer for guests- Guests feel more positive and leave good reviews
	3–6 months
	£20,000

	Inefficient Check-In Process
	- Install self-service kiosks & offer mobile check-in- Support staff in learning about customer service at the front desk- Provide feedback kiosks at check-out- Adjust the staff schedule during peak times
	- Guests are checked in faster- There is less disagreement between guests and staff- Guests are more satisfied and tend to stay loyal (Matthew, 2025)
	4–6 months
	£23,500

	Cleanliness & Service Quality Issues
	- Use the Six Sigma DMAIC method inside the business- Offer digital forms for checklists and provide immediate report results- Hold refresher courses for staff
	- Lodging complaints about cleanliness dropped by 40%- Consistent standards for serving guests- Many guests left good reviews and returned again
	6–9 months
	£7,500

	Staff Morale & Training Gaps
	- Offer workers regular training and workshops for development- Create a champion in every department to coordinate tasks- Improve the way information is shared inside the company
	- Increase staff engagement- Fewer people leaving their jobs- Enhance service to clients (Wilson, 2020)
	At the start, with the first review at three months
	£5,000


[bookmark: _Toc200003758]Conclusion
The consultancy report covers in detail the major challenges facing Novotel London Canary Wharf, which involve guest safety, check-in efficiency and issues with cleanliness and the quality of service provided. Using SWOT, TOWS, STEEPLED and change management models from Lewin and Kotter, we have found out what causes these problems and how they influence the hotel’s reputation, results and finances.
Difficulties with guest safety and security tend to cause visitors to have less trust in the business and leave negative reviews, possibly causing some guests not to return. Because security is weak and guests are not managed well when they cause problems, people staying there feel their safety is at risk, which hurts the hotel’s image. The same issues apply when the check-in process is slow or fails at the front desk, making customers dissatisfied and impacting the hotel’s reputation (Rok and Mulej, 2014). Poor or irregular cleanliness and service levels often result from gaps in training and inefficient processes, which reduce how satisfied and loyal guests are.
The solutions suggested are created to face these problems in a sensible and effective way, including the use of AI for safety, instituting self-service kiosks and training staff more broadly, as well as updating company procedures. The hotel can hope to have guests satisfied, manage workflows better and increase its revenues by following these rules. With help from change management strategies, the new solutions will fit well into the hotel’s operations and encourage the business to grow over a longer period.
An action plan has been made available for Novotel’s management so they can easily start with specific timelines, budgets and what to expect. Constant monitoring with KPIs and feedback will allow the hotel to observe the results, make suitable changes and maintain a good standard of service and guest experience (Zeithaml et al., 1993).
Many thanks to the Novotel London Canary Wharf management and staff for their active involvement in this project. Being part of the team has been a wonderful chance to strengthen the hotel’s unique standing by finding areas for development and helping with the solutions. We are excited about the possibility of working together in the future and backing Novotel in reaching further levels of excellence and guest love.
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Shocking lack of any customer handling skills

Rooms absolutely fine, but the complete lack of any customer
handiing skills and appalling attitude of the front desk staff
encountered was shocking and an epic failure.

Rude, abrupt and a complete absence of any empathy.

After a booking mistake, not the hotel's fault | hasten to add, was
identified at check in, the (very loosely named) guest services
person displayed complete ambivalence to not only the situation
but also the subsequent interactions.

Having tried to check in and discovered that the wrong date had
been booked by mistake, | phoned my contact who had booked
the room.

They immediately said they'd speak to the booking agent they use
to sort it for me, at which point | said to front of desk person
“they're sorting it, Ill go and sit over there for 5 minutes” to which |
received a curt (at best) response of “it'll take more than 5
minutes” with a condescending tone and look.
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Not good

Do not book if you want a good nights sleep. We were evacuated
at10.15pm and had to walk down from the 25th floor with no
explanation from staff. Staff also allowed two very drunk, very rude
men to book rooms there and then, when we asked if we were near
them, we were told no. They were in the room next door! Allowing
that calibre of guest is probably why people smoking in their
rooms and causing evacuations is a common occurrence.

¢ Tip: Book somewhere else
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