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Executive Summary
Beginning recently, Novotel Cardiff City Centre is experiencing an increase in customer complaints and a decrease in positive on-line reviews relating specifically to room cleanliness and maintenance. These issues are important as they directly impact customer satisfaction, the hotel's on-line reputation and ultimately impact revenue. While retaining many positive aspects (e.g., prime location in the city centre, the strength of the Accor brand and facilities such as the gym and restaurant), Novotel Cardiff City Centre’s operational deficiencies are starting to negatively affect the hotel's performance. The hotel is experiencing a service quality gap, primarily related to housekeeping and maintenance services, which is resulting in guest issues regarding dirty bathrooms, stains on carpets, broken fixtures, etc. and poor response times to guest maintenance requests. These problems illustrate the hotel's lack of consistency in service delivery and have resulted in the hotel failing to meet the basic service expectations of its guests. Cleanliness is one of the primary areas of focus for guests within the hospitality sector; therefore failure in this area will result in loss of trust and loyalty among guests (Jones and Lockwood, 2018). Failure in cleanliness will also negatively impact the likelihood of future guest visits, which is a major source of revenue for hotels. Several models were used in the analysis to identify the root causes of the service quality gap and other potential influences. The Service Quality Gap Model illustrates that Novotel Cardiff City Centre has a service quality gap that exists between the service expectations of guests and the service actually provided (Parasuraman et al., 1985). Additionally, the hotel lacks adequate quality control procedures and preventive maintenance processes, which leads to a reactive management approach and variable room standards. The SWOT Analysis provides an overview of the hotel's strengths, such as its brand support and city centre location, and identifies the hotel's weaknesses in terms of operational control and the age of the hotel's physical assets. The STEEPLED Analysis illustrates that a range of external pressures are impacting the hotel's performance, including the rising cost of energy, the changing expectations of guests and the growing influence of online review platforms (Buhalis and Law, 2008). The Report includes a range of recommendations to assist the hotel in improving service quality and restoring the hotel's performance. First, a comprehensive housekeeping audit process should be established at the hotel. The process should include a checklist of items to be cleaned, inspection by a supervisor, and regular room audits to ensure that the hotel maintains consistent cleaning standards and minimizes guest complaints. Second, the hotel should develop a preventative maintenance program to address maintenance-related issues prior to them becoming significant problems. Finally, the hotel should develop a plan to improve employee training and development programs. Training and development programs should focus on employees developing an "eye for detail" and being accountable for their actions. A clear communication process should also be developed to provide employees with a framework for communicating with each other. Reporting within the hotel should also be improved to enhance internal communications. As with all organizational change, the implementation of the recommended changes will require the application of Lewin's Three-Stage Model for Organizational Change. The hotel should initially prepare employees for the changes, followed by the introduction of the new service standards, and then reinforcement of the new service standards (Lewin, 1951). The effectiveness of the recommendations may be measured by utilizing a variety of key performance indicators (KPIs), such as guest satisfaction survey results, audit results, maintenance response times, and online review ratings. Through the improvement of these KPIs, the hotel will be able to restore its reputation, improve customer loyalty and generate additional revenue. Ultimately, despite its location and brand support, Novotel Cardiff City Centre has the opportunity to realize its full potential. However, the hotel must address the operational deficiencies currently occurring in relation to cleanliness and maintenance. With successful implementation of the recommended changes, the hotel will be able to restore guest confidence and achieve a high level of performance.

1.2 About the firm
In terms of the above text, Cirpaci Hospitality Consultancy provides consultancy services to the hospitality sector from the United Kingdom. Our main area of focus is to help hotels, resorts and serviced accommodation companies increase their operational efficiency, generate more revenue and enhance their guests' overall experience. Cirpaci Hospitality Consultancy was established to bring together industry knowledge with practical and data driven strategies which can be measured and delivered to clients in varying sizes. Cirpaci's consultancy team consists of professionals who have gained significant experience within hotel management, revenue optimisation, human resource management, marketing and technology integration. As Cirpaci operates under a whole approach we assess both internal operations and external factors of the market to provide our clients with comprehensive solutions. When developing our recommendations we use well-established business frameworks such as STEEPLED, SWOT and TOWS to provide the client with strategic, actionable and relevant advice. Cirpaci Hospitality Consultancy has a unique and collaborative approach to implementing changes in a hotel environment by working directly with hotel management and staff to achieve a smooth transition and to achieve high levels of engagement and adoption. Sustainability, innovation and efficiency are also key components of all Cirpaci's projects, allowing us to assist our clients in maintaining their competitiveness in a rapidly changing and increasingly difficult hospitality environment. Cirpaci Hospitality Consultancy's mission is to support hotels through the provision of practical, evidence based strategies that will enhance their financial performance, operational effectiveness and customer satisfaction, and therefore support their long term development and resilience in the market.












Table of Contents
1.0 Executive Summary
1.2 About the firm
2.0 Introduction
3.0 Analysis
    3.1 Overview of The Issues
    3.2 Impact on the Hotel
 3.4 Supporting Data and Evidence
 3.5 STEEPLED Analysis (External Factors)
 3.6 SWOT Analysis (Internal Factors)
 3.7 TOWS Analysis
 3.8 Conclusion of Analysis 
4.0 Recommendations and Change Management
 4.1 Overview
 4.2 Recommendation 1: Introduce a Housekeeping Quality Audit System
 4.3 Recommendation 2: Implement Preventative Maintenance Programme
 4.4 Recommendation 3: Staff Training and Development Programme
 4.5 Recommendation 4: Improve Internal Communication and Reporting
 4.6 Recommendation 5: Refurbishment and Room Upgrades (Long-term)
 4.7 Change Management Strategy
 4.7.1 Lewin's Three-Stage Model
 4.7.2 Kotter's 8-Step Model (Optional support)
 4.8 Benefits and Return on Investment
 4.9 Summary of Recommendations
 Action Plan
 Monitoring and Review
5.0 Conclusion
6.0 Reference List



2.0 Introduction
Novotel Cardiff City Centre is a four-star hotel located in the heart of Cardiff, near many major attractions and the main transport links. The hotel has 138 rooms and it offers a range of facilities including a restaurant, bar, meeting rooms, indoor swimming pool and a gym. Being part of the Accor group, Novotel is expected to meet the consistent service standards that align with the brand’s reputation for modern accommodation (Accor,2024). Despite the strong brand and location advantages, the hotel has been facing some challenges that are affecting its overall performance.
In the Hospitality industry, the service quality is a major factor that determines guest satisfaction and also the loyalty. The hotel sector is highly competitive, and have many options, meaning that evens small operational problems can cause major reputational damage ( Kotler et al., 2017). Guests expect a clean room, functional facilities and quick and convenient service. When these basic expectations are not met, guests are more likely to leave negative reviews choose to stay with competitors in the future. The online review platforms have become very powerful in influencing the booking decision, making it essential for hotels to maintain consistent service standards (Buhalis and Law, 2008).Novotel has been experiencing recurring complains related to cleanliness and maintenance. These complaints are often related to dirty bathrooms, stained carpets and broken appliances. There are also report of slow responses to maintenance issues and inconsistent housekeeping standards.  Cleanliness is a fundamental requirement for hotel guests, and failing to meet this standard creates doubt and disapproval. It also affects the hotel’s ability to attract repeat guests, which is an important revenue source. These issues have a direct impact on the hotel’s reputation and revenue performance. The purpose of this report is to analyse the operational challenges at Novotel Cardiff City Centre and to provide evidence-based recommendations to address them. The report will use several analytical frameworks such as the Service Quality Gap Model, SWOT, TOWS, and STEEPLED analysis to identify the root causes and impacts of the problems. These frameworks will help in understanding not only the internal issues but also the external factors affecting the hotel’s performance. The report will also consider the impact of current market trends and external factors, such as rising energy costs and changing customer expectations. The hospitality industry has faced significant changes in recent years, including rising operating costs and increased competition. Customers now expect faster service, higher standards, and a more personalised experience. The hotel must adapt to these changes in order to remain competitive. By analysing the current issues and applying strategic recommendations, the hotel can improve service quality, restore customer satisfaction, and enhance revenue performance. Overall, Novotel Cardiff City Centre still has strong potential due to its location and brand support. However, it is crucial to address the current operational issues quickly and effectively. The following sections of this report will provide a detailed analysis of the problems, propose recommendations, and provide a clear action plan for implementation. This report aims to support the hotel in improving its service quality and achieving long-term success. Novotel Cardiff's problems with its operations are many-sided. There has been an overall fall in the occupancy rate at Novotel Cardiff from 78% in 2021 down to 70% in 2023. As a result, there has also been a fall in the amount of income generated through the sale of rooms as well as other ancillary services offered to hotel guests such as food and beverages as well as events. A decline in guest numbers and therefore room bookings as well as a decline in the number of guests using all other hotel facilities have both impacted upon total income generated by Novotel Cardiff. This situation has been exacerbated further by what consumers want from their experiences in hotels since the pandemic. In particular, consumers now expect hotel staff to offer them digital solutions; to enable guests to easily self-check-in; and to demonstrate sustainable practices throughout their stay (Bhatnagar, 2022). The purpose of the introductory section of this report is to provide context for this report relating to Novotel Cardiff and to describe the primary issues facing Novotel Cardiff. It also provides details regarding how data will be collected to support the analysis sections of the report. The primary issues that Novotel Cardiff currently face include its customers' increasingly high expectations regarding technology use during their stays. Failure to meet these growing customer expectations may lead to dissatisfaction and lower levels of customer loyalty toward the brand. In addition to the customer service-related issues that the hotel faces, staffing problems are an important issue facing the UK hospitality sector, including the hotel's labour shortage which has been exacerbated by increasing employee turnover, and employees' desire to earn higher salaries and meet higher living costs (Rutherford & O’Fallon, 2006). Turnover of housekeeping and front-of-house staff has increased over recent months, leading to inconsistency in the level of service provided to guests and a number of operational delays, including delayed cleaning of rooms and preparation for events. Recruitment and retention of skilled employees who can consistently deliver the desired service are critical to providing a high-quality guest experience and maintaining consistent levels of service throughout the hotel. Additionally, the operational inefficiencies within the hotel create additional challenges to the hotel's ability to provide a quality guest experience. Gaps in workflow exist between departments, such as housekeeping, maintenance, and events; therefore, there are delays in having rooms ready for guests when they arrive and delays in the service provided to them once they check-in. These operational inefficiencies cost the hotel money and can impact the guest's satisfaction with the services provided. As noted by Keat, Young and Erfle (2013) operational inefficiencies can reduce profitability. Further, the hotel's revenue management strategies have not yet effectively utilized digital booking platforms nor dynamic pricing models to maximize the hotel's RevPAR, despite a slight increase in the room rate (Masters, 2022). Cirpaci Hospitality Consultancy will utilise a structured approach to analyse the data gathered during the course of this project. The first step in the analytical process will be to complete a STEEPLED analysis which will look at all external influences that could potentially impact the hotel. The STEEPLED analysis will cover: Social, Technological, Economic, Environmental, Political, Legal, Ethical, Demographic and other influences that can impact the hotel. Next, a SWOT analysis will be completed which will review the hotel's Strengths and Weaknesses while identifying Opportunities and Threats in the hotel's competitive landscape. Lastly, a TOWS analysis will take the information from the SWOT analysis and transform it into actionable strategies by tying together Problem Areas with Potential Solutions and Growth Strategies. This report will contain both quantitative and qualitative research. Quantitative data will be derived from the hotel's financial records and occupancy reports. Qualitative data will be obtained from guest comments, survey responses, and various industry benchmarks. The goal of this report is to provide a comprehensive understanding of the hotel's current situation, and ultimately, provide recommendations that will increase the hotel's operational efficiencies, increase guest satisfaction and ultimately improve the hotel's bottom line, while developing strategies that are realistic and fit the hotel's budgetary and market constraints (Taiwo, 2023).In conclusion, the introduction section outlines the background of this consulting report by detailing the hotel's history, the major issues that the hotel is experiencing, and the methods and tools that will be used to collect and evaluate the data for this report. The subsequent sections of this report will provide detailed explanations of each of these major issues, along with supporting data and structured analysis to enable recommendations to be developed to assist the hotel to restore competitive advantage and achieve long-term success.


3.0 Analysis
3.1 Overview of The Issues
Novotel Cardiff City Centre is currently experiencing operational problems that directly impact service quality and guest satisfaction. The main issues identified are room cleanliness, maintenance failures, and inconsistent service delivery. These problems are causing a rise in negative online reviews and decreasing repeat bookings. In the hospitality industry, service quality is one of the most important drivers of customer loyalty, and poor performance in this area can quickly damage a hotel’s reputation (Kotler et al., 2017). The severity of the issue is increased by the high level of competition in Cardiff, where many alternative hotels offer similar services. Therefore, failing to meet basic guest expectations becomes a major risk to revenue and long-term success.
3.2 Impact on the hotel
The problems at Novotel Cardiff City Centre have several impacts on the hotel’s performance:
3.2.1 Declining guest satisfaction
Cleanliness and Maintenance are direct measures of guest satisfaction as it relates to hotel service quality. Guest dissatisfaction regarding a room's cleanliness or maintenance will impact guest satisfaction scores. Research indicates that among all factors used to determine a guest's selection of a hotel for their stay, cleanliness is one of the most important, with a positive relationship to perceived value and trust of the hotel (Jones & Lockwood, 2018). When guests see their hotel room as being unclean, or poorly maintained, they may write a negative review on social media, or choose to not return.



3.2.2 Damage to online reputation
TripAdvisor, Google Reviews etc. have a lot of impact on consumers when they make their booking decision (Buhalis & Law, 2008) - negative reviews are most damaging, particularly around cleanliness and maintenance, as this will lower the hotels overall rating and may prevent the booking from happening at all. This will also increase the difficulty for guests to find the hotel, by reducing its presence in online searches, therefore reducing bookings and revenue.

3.2.3 Increased operational costs
Proactive problem solving reduces costs and eliminates costly repairs (e.g., a damaged or broken appliance). Unaddressed problems will always result in increased damage and cost of repairs. The Hotel's Reactive Maintenance approach shows that there is currently no Preventative Maintenance Program at the hotel. Not only does this increase the hotel's operational costs, but it also creates an unacceptable experience for its guests.
3.2.4 Reduced staff morale
Constant guest complaints and high workload can lower staff morale and increase turnover. This is especially true in housekeeping, where staff may feel pressured to meet high standards without proper support. Low morale can lead to lower performance and further reduce service quality (Riley et al., 2018).
3.3 Causes of the issue
3.3.1 Lack of quality control in housekeeping
A major cause of poor cleaning has been lack of effective quality control measures taken by housekeepers. Some studies have shown that a significant number of housekeeping staff are never consistently supervised to ensure their duties are completed as expected and that a thorough room inspection is always performed prior to a guest's arrival. A lack of regular audits by supervisors leads to an inconsistent standard of clean rooms; ultimately resulting in less-than-satisfactory preparation of the rooms for guests.

3.3.2 Reactive maintenance practices
The hotel currently operates a reactive maintenance system, where repairs are only made after guests report issues. This approach leads to delayed response times and increased guest dissatisfaction. Preventative maintenance systems are considered best practice in hotels because they reduce breakdowns and improve the overall condition of rooms (Baum, 2015).
3.3.3 Inconsistent staff training
Housekeeping and maintenance staff need consistent training to meet brand standards. Inconsistent training results in varying standards between shifts and staff members. A strong training programme is essential to ensure staff understand expectations and follow proper procedures (Baum, 2015).
3.3.4 Poor internal communication
Poor communication between departments such as front desk, housekeeping, and maintenance can cause delays in fixing issues. For example, if a guest reports a problem and it is not communicated properly to maintenance, the issue may remain unresolved for a long time. Efficient communication systems are essential for quick problem resolution and guest satisfaction (Kotler et al., 2017).
3.3.5 Ageing infrastructure
Novotel Cardiff City Centre is not a new hotel, and some infrastructure may be aging. Older buildings require more maintenance and refurbishment to keep up with guest expectations. If the hotel does not invest in regular upgrades, the quality of rooms will decline over time, affecting guest satisfaction (Jones and Lockwood, 2018).
3.4 Supporting data and evidence
Although this report relies on secondary data, the evidence is consistent with patterns found in guest feedback and industry studies. A review of online feedback shows recurring issues around cleanliness and maintenance. These complaints are consistent with the operational causes identified above, and they indicate a need for better quality control and preventative maintenance. In addition, academic research shows that service quality is closely linked to guest satisfaction and brand loyalty. A study by Parasuraman et al. (1985) explains that service quality gaps occur when there is a difference between customer expectations and actual service performance. In the case of Novotel Cardiff City Centre, the gap exists due to poor housekeeping standards and slow maintenance response.
3.5 STEEPLED Analysis ( External Factor) 
	Factor
	Impact on Novotel Cardiff City Centre

	Social
	Changing guest expectations for cleanliness and comfort. Guests now expect higher standards and also faster service.

	Technological
	Increased use of online review platforms and social media, which increases reputation risk. Furthermore, technology enables better property management systems.

	Economic
	Rising operating costs and inflation increase pressure in maintenance budgets.

	Environmental
	Sustainability expectations require energy efficiency and waste reduction, which makes day-to-day operation more difficulty. 

	Political
	Regulations around health and safety require strict compliance and also regular inspections.

	Legal
	Following the UK health and safety law, fire safety and data protection.

	Ethical
	Guests expect fair treatment, transparent pricing and responsible and standard practices.

	Demographic
	Cardiff attracts a mix of business and leisure travellers, increasing the demand for reliable and consistent service.



3.6 SWOT analysis ( Internal Factors)
	Strength
	Weakness

	· Strong location In Cardiff city centre
· Brand support from the Accor group
· Good facilities ( gym, pool)
· Strong costumer base (business and leisure)
	· Inconsistent housekeeping standards
· Responding to maintenance issues rather than preventing them
· Poor internal communication

	Opportunities
	Threats

	· Implement digital feedback systems
· Use data to improve service Quality
· Improve staff training and development
	· Increased competition from new emerging Hotels
· Rising operating costs
· Negative online reviews impacting bookings
· Changing guests expectations




3.7 TOWS Analysis 
	Strategy
	Description

	SO ( Strength-Opportunity)
	Use brand support and location to promote standards. Invest in refurbishments and the market  improved experience. 

	WO ( Weakness-Opportunity)
	Improve housekeeping training and implement audit systems using digital tools. Use guest feedback to monitor improvements and fixes.

	ST ( Strength-Threat)
	Leverage brand and facilities to counter the negatives reviews, by improving service quality and highlighting the strengths in marketing.

	WT (Weakness-Threat)
	Respond faster to maintenance problems and communicate better to prevent negative reviews and revenue loss.



3.8 Conclusion of Analysis
The analysis shows that Novotel Cardiff City Centre has significant operation challenges, particularly in housekeeping and maintenance. These issues are affecting guest satisfaction, online reputation and revenue performance. These causes are mainly internal, such as poor quality control, inconsistent training and ageing infrastructure. External factors like rising costs and challenging guests expectations are increasing pressure on the hotel. However, the hotel still has many strong points including its location and their brand support. The next section will provide more detailed recommendations and also a change management plan to address these issues In the best way.


4.0 Recommendations and Change Management
4.1 Overview
There is no doubt from the analysis that Novotel Cardiff City Centre needs to improve operational efficiency within housekeeping and maintenance to regain guest satisfaction and retain revenue. The recommendations outlined below are based upon improving the service quality of the hotel, establishing a strong internal system and developing a lasting change culture for sustainability. Each recommendation has been developed to be as cost-effective as possible, realistic and based on the hotels present level of operation and resource base.

4.2 Recommendation 1: Introduce a Housekeeping Quality Audit System
What is required ?
The largest problem in the hotel is that the cleanliness of rooms is unpredictable; therefore, it will be necessary to implement a structured housekeeping auditing program to ensure that rooms are always clean. The auditing program must have some components, including:
- Auditing checklist for all room types
- Audits of supervisors on each shift
- Spot audits to determine if consistency is being maintained
- Auditing logs for tracking room performance
- Housekeeping performance evaluations based upon guest comments
Why this will work ?
Quality audits are proven to reduce cleaning failures and improve service consistency. Research shows that systematic inspection and feedback improve operational performance and staff accountability (Jones and Lockwood, 2018). The audit system will also reduce negative guest reviews by ensuring rooms meet standards before check-in.

Implementation steps
1. Develop a checklist for each room type 
2. Train housekeeping supervisors in inspection standards 
3. Introduce a weekly audit using a scoring system 
4. Provide feedback to staff, follow up on the changes that are made, and monitor the improvement 
5. Use audit results to make adjustments in staffing and workloads

Estimated cost
• Audit software and training: £6,000
• Supervisors additional hours: £12,000 per year
Measurement
• Cleanliness ratings on online platforms
• Housekeeping audit scores
• Reduction in guest complaints related to cleanliness
4.3 Recommendation 2: Implement Preventative Maintenance Programme
What is required ?
The hotel must shift from reactive to preventative maintenance. This means scheduling regular checks and repairs to prevent breakdowns.
Key actions include:
• Creating a maintenance schedule for all room equipment
• Regular inspections of plumbing and electrical systems
• Replacing ageing equipment before failure
• Tracking maintenance requests and response times
Why it will work ?
Preventative maintenance has many benefits that will also lead to improved customer service and lower overall maintenance costs. As Baum (2015) notes, reactive maintenance can result in increased repair costs and poor customer experiences as guests are likely to experience the problems associated with a failure during their visit. Preventative maintenance eliminates or minimizes failures of items which means you never have to replace them and ensure your rooms are always ready for use.

Implementation Steps
1. Audit all equipment and develop a maintenance plan.
2. Create a maintenance calendar so that you are able to perform routine checks on a regular basis.
3. Implement a digital maintenance request tracking system.
4. Define who is responsible for maintaining equipment and what tasks they should be performing.
5. Review your maintenance activity on a monthly basis.
Cost
• Maintenance management software £15,000
• Increase your annual maintenance budget by £50,000
Performance Measurement
• Time to respond to a maintenance request
• The number of maintenance-related incidents each month
• The number of customer complaints regarding maintenance
4.4 Recommendation 3: Staff Training and Development Programme
WHAT IS REQUIRED 
The most important thing when it comes to providing a consistent and accountable service is staff training. The key areas of focus for training should be: 
· Cleaning Standards – Attention to Detail 
· Customer Service – Guest Interaction 
· Reporting & Communication Systems 
· Safety & Compliance Training 



WHY THIS WILL WORK 
A well-trained team is a must to provide an excellent level of service. Baum (2015) states that a better trained team provides a better service, gives employees more confidence and motivates them. As such, a better trained team can give employees the support they need to reduce their turnover rate and improve their overall performance. 
IMPLEMENTATION STEPS 
1. Create a housekeeping/maintenance training manual 
2. Hold monthly training sessions 
3. Use role-playing and assess practical knowledge 
4. Assess how staff perform after training 
5. Reward your top performing staff members with either a public acknowledgement or a bonus 
ESTIMATED COST 
Training Development & Materials: £8,000 
Training Sessions: £12,000 per year 
MEASUREMENT 
Staff Performance Scores 
Staff Turnover Rates 
Guest Satisfaction Improvement Level
4.5 Recommendation 4: Improve Internal Communication and Reporting
What is required ?
Poor communication between departments leads to delays in fixing issues. The hotel should implement a clear internal reporting system, including:
• A central reporting platform
• Standard response times for maintenance requests
• Clear communication protocols between front desk, housekeeping, and maintenance
• Daily briefings for shift handovers

Why this will work ?
Efficient communication reduces delays and improves response times. When departments work together, guest issues are resolved faster and more effectively. This improves guest satisfaction and reduces negative reviews (Kotler et al., 2017).
Implementation steps
1. Choose a communication platform (e.g., hotel management software)
2. Set response time targets
3. Train staff on communication standards
4. Implement daily shift briefings
5. Monitor communication efficiency
Estimated cost
• Software and training: £10,000
Measurement
• Average response time for guest issues
• Number of unresolved maintenance tickets
• Guest feedback on service speed

4.6 Recommendation 5: Refurbishment and Room Upgrades (Long-term)
What does the hotel need to do? The hotel needs to invest in replacing or upgrading its aged physical infrastructure and guest rooms. Specifically, this means:
· Replacing worn-out carpeting, and furnishings
· Updating bathroom facilities
· Improving lighting and room configuration
· Repainting and refurbishing all public spaces.
Why would this be successful?
Guests are more likely to have a good impression of their stay with modern and well-maintained accommodations; guest satisfaction will improve as a result.
Long-term maintenance costs will decrease, and the hotel's competitive position in Cardiff (Jones and Lockwood, 2018) will increase as a result.
Steps to implement this plan
1. Determine which rooms should be refurbished first
2. Develop a phased approach to prevent disruptions during renovations
3. Complete major works during the off-season
4. Promote improved accommodations through marketing and communication
Cost Estimate
Refurbishment budget of £250,000 (spread out over 12-18 months)
Measurement of Success
Increased guest satisfaction ratings
Increase in room revenue and occupancy
Decrease in long-term maintenance issues

4.7 Change Management Strategy

To ensure these recommendations are implemented successfully, a structured change management plan is needed. Without this, staff may resist changes or fail to follow new procedures.


4.7.1 Lewin’s Three-Stage Model 
Phase 1 - Unfreezing 
The Hotel Must Prepare Employees To Change By Providing Them With A Reason For Change And The Benefits Of Change. This Includes:
• Providing Guest Feedback and Online Reviews to Staff
• Explaining How It Will Impact Revenue and Reputation
• Including Employees in Planning Process
• Training Employees to Support the New Audit System
This Phase Is Expected to Reduce Employee Resistance and Create an Urgency ( Lewin, 1951) to Make Changes.

Phase 2 - Change 
During Implementation, The Hotel Should: 
• Introduce New Audit Systems 
• Train Employees and Monitor Performance
• Schedule Maintenance 
• Provide Better Communication and Reporting 
Key will be supporting employees through this Transition period and providing as much information as possible.

Phase 3 - Re-freeze 
After all changes have been implemented the hotel must solidify these changes by continuing to:
• Monitor Performance
• Award Employees for Adherence to New Procedures
• Update Standard Operating Procedures (SOP)
• Maintain a Culture of Continuous Improvement
This phase will ensure that the new processes will remain unchanged.
4.7.2 Kotter’s 8-Step Model (Optional support)
If the hotel wants a more detailed change process, Kotter’s model can be used, including creating a change coalition, building a vision, and anchoring new approaches in the culture (Kotter, 1996). This would help the hotel build long-term commitment.
4.8 Benefits and Return on Investment
The proposed recommendations will provide the following benefits:
• Improved guest satisfaction and higher online ratings
• Reduced complaints and better reputation
• Increased repeat bookings and revenue
• Lower long-term maintenance costs
• Improved staff morale and lower turnover
Although the initial investment is significant, the benefits will outweigh costs. For example, improved online ratings can directly increase booking conversion and revenue (Buhalis and Law, 2008). Preventative maintenance reduces long-term costs, and training increases productivity (Baum, 2015).
4.9 Summary of Recommendations
	Recommendations
	Purpose
	Expected Benefits

	Housekeeping audit system
	Improve cleanliness
	High guests satisfaction

	Preventative maintenance
	Reduce breakdown
	Lower long-term costs

	Staff training
	Improve standards
	Consistency service delivery

	Communication improvements
	Faster response
	Higher gusts satisfaction

	Refurbishment
	Improve room quality
	Higher occupancy and revenue






Action Plan
In this way, the Action Plan for Novotel Cardiff City Centre will be able to assist the hotel in efficiently and realistically implementing the Recommendations with the aid of an effective time schedule that contains all of the key information to support the process (problems, solutions, desired results, cost and timeframe). By using a tabular format, the hotel will have the ability to monitor the success of the implementation process and will hold each department accountable for their actions in the implementation process
	No.
	Problem
	Solution
	Desired outcome
	Timescale
	Cost
	Responsibility

	1
	Inconsistent cleanliness and guests complaints
	Introduce housekeeping audit system and checklists
	Improve cleanliness rating and reduce negative reviews
	1-2 months
	£6,000
	Housekeeping Manager

	2
	High number of maintenance breakdown
	Preventative maintenance programme
	Reduce the equipment failures and guest complaints
	2-3 months
	£65,000
(sofetware+budget)
	Maintenance Manager

	3
	Low staff performance
	Staff training and development programme
	Improve service quality and staff confidence
	1-3 months
	£20,000 annually
	HR Manager

	4
	Slow response to guests issues
	Improve the internal communication and reporting
	Faster issue resolution and better guests experience
	1 month
	£10,000
	Front Office Manager

	5
	Outdates facilities
	Refurbishment and room upgrades
	Higher guests satisfaction and increased occupancy
	12-18 months
	£250,000
	General Manager

	6
	Lack of monitoring of progress
	Monthly performance review meetings
	Track improvements and identify issues early
	Ongoing
	£0
	






Monitoring and Review
The success of the action plan can be monitored with regular monthly meetings. During these monthly meetings the hotel will:
• Track how well the hotel has done in each audit and track what guests have said about their stay at the hotel
• Track how long it takes for the hotel to respond to a maintenance request (response time)
• Monitor staff performance and the progress that they make in the training program
• Track and analyse the amount of money the hotel makes and the number of people who stay at the hotel
• Change and adjust the strategies for improving the quality of service based on what has been learned from the audits and the guest satisfaction surveys.

Guest Satisfaction Surveys will be used by the hotel to measure the positive impact of the changes made to improve the customer's experience.
5.0 Conclusion
In conclusion, Novotel Cardiff City Centre has experienced operational and financial challenges due to inconsistent service quality, ageing infrastructure, and inefficient maintenance and communication systems. These issues have affected guest satisfaction and have had a negative impact on the hotel’s reputation and revenue. However, the hotel still has strong potential because of its location, brand recognition, and diverse revenue streams such as events, dining, and room sales. The recommendations provided in this report are designed to address the core issues and create long-term improvements. Implementing a housekeeping audit system will ensure consistent cleanliness standards, reducing negative reviews and improving guest experience. Introducing a preventative maintenance programme will prevent equipment failures and reduce long-term repair costs. Investing in staff training will enhance service quality and motivate employees, while improved internal communication will ensure faster response times to guest issues. A phased refurbishment plan is also necessary to modernise the hotel and improve guest perceptions. Although the cost is significant, the return on investment is expected through higher occupancy, improved ratings, and increased revenue. Change management is crucial for the success of these recommendations, and the proposed Lewin’s model will help the hotel transition smoothly. Overall, the action plan is realistic and achievable within the proposed timelines. If Novotel Cardiff City Centre follows these recommendations and maintains consistent monitoring, the hotel will be able to recover from its current challenges and build a stronger reputation. This will lead to higher customer satisfaction, improved financial performance, and long-term sustainability. The hotel has the potential to become a leading hotel in Cardiff by implementing these strategies and continuously adapting to customer needs and market trends. Finally, Cirpaci Hospitality Consultancy would like to express appreciation to Novotel Cardiff for providing the opportunity to conduct this assessment. Collaborating on this project has allowed for a comprehensive understanding of the hotel’s operations, challenges, and growth potential. The consultancy remains available to support the hotel during the implementation phase, ensuring that the strategies recommended are executed effectively and deliver measurable results. By adopting the proposals outlined in this report, Novotel Cardiff can strengthen its market position, enhance guest experiences, and achieve sustainable growth in an increasingly competitive hospitality sector.
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