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[bookmark: _3q523btjvumz]1. Executive Summary
Professional advice firm Elevate Hospitality Consulting Ltd. improves operational, strategic, and service aspects of the hospitality industry. They made this consulting report. Hilton London Metropole, a Hilton flagship hotel in the UK, has contacted us to investigate operational concerns that are affecting service quality, employee morale, and guest satisfaction. Hilton Hotels are worldwide, including the huge Hilton London Metropole in central London. It is one of the city's largest convention hotels with over 1,000 rooms, 42 event and meeting locations, and a diverse business and leisure clientele. Due to its features, the hotel attracts visitors, businesspeople, and foreign guests. Despite its name recognition and good location, the hotel's service and efficiency have been declining. These concerns stem from personnel issues and outdated guest engagement tactics. The biggest issue is high employee turnover, which affects operational efficiency, visitor satisfaction, and service delivery. Exit interviews, consumer feedback, and internal audits revealed low staff morale, inconsistent onboarding, and hasty or inadequate training. These internal issues may explain a rise in complaints about delayed service, inconsistent visitor encounters, and declining online reviews and customer retention. Worker involvement affects guest experience in the labour-intensive hospitality business. A hotel the scale of the Hilton London Metropole cannot maintain outstanding service standards without a cohesive, motivated, and well-trained crew. Unfortunately, internal inefficiencies and external pressures are undermining this goal. In order to get to the bottom of the problems that were found, an extensive analytical framework was used. External factors were examined using a STEEPLED framework, internal performance was assessed using a SWOT analysis, and strategic orientations were developed using a TOWS matrix. Several external challenges were brought to light by the STEEPLED Analysis like,  Demand for personalisation and digital convenience has increased due to socio-cultural transformations that have occurred after the epidemic. Automation and AI-based customer care are being quickly adopted by top hotels, according to technological trends. The recruiting and retention of staff has become more expensive due to economic factors such as salary expectations and inflation. A younger, more tech-savvy workforce is looking for flexible and purpose-driven work settings, according to demographic shifts. SWOT Analysis showed that the hotel's brand awareness, good location, and loyal customers are offset by outmoded service models, internal communication gaps, and low staff retention. To strategically connect vulnerabilities, threats, opportunities, and strengths, TOWS Analysis was used. To satisfy Hilton's global standards, operating procedures, internal communication, and staff training and engagement must be updated. Root cause analysis found no unified onboarding processes, few staff recognition methods, outmoded communication technologies, and uneven service protocols, all of which lower service quality.
Based on the findings, the following key recommendations are proposed, Structured Staff Onboarding & Training, Create an individualised, multi-stage onboarding program for each department. Cultural training that is in line with Hilton's service philosophy should be included. Employee Engagement & Retention Program, Establish wellness programs, reward systems, and feedback loops on a monthly basis. Provide options for internal mobility and flexible scheduling. Digital Check-in and Kiosk Implementation, To alleviate crowding and wait times in the lobby, set up mobile check-in and user-friendly kiosks. Internal Communication Improvements, Slack or Microsoft Teams are great examples of centralised team communication platforms that include digital bulletin boards where employees may post updates about their shifts, events, and feedback. Sustainability and Guest Experience Enhancements, Led lighting, less plastic use, and long-stay guests opting in for cleaning are all eco-friendly measures that can be used. Real-Time Guest Feedback System, Launch a digital platform that allows visitors to provide immediate feedback while they are there, facilitating quick recovery and service modifications. Digital tools will be rolled out in stages, leadership will receive training, and staff will be actively involved in the change planning process as part of the implementation strategy. To achieve organisational buy-in and minimise opposition, it will apply Kotter's 8-Step Change Model. Lewin's Force Field Analysis will also be employed to keep change agents and stumbling blocks in check.
The total cost for implementation is estimated at £220,000, which is proportionate to the hotel’s revenue scale and operational size. Cost allocation includes: £30,000 for health and wellness initiatives and employee education £75,000 to install self-service technology and £50,000 to retrain customer support representatives A budget of £40,000 to improve sustainability Integrating a feedback system; £15,000 10 grand for in-house messaging software The expected impact and ROI include, Staff retention rates rose from 65% to 80%. Enhanced happiness levels of guests by 15%. Improved star ratings on review sites (like Google and TripAdvisor). Improvements in operational efficiency and decreases in complaints Over the course of six to twelve months, key performance indicators will be utilised to track things like staff turnover rates, training completion rates, check-in wait times, metrics for guest happiness, and sustainability benchmarks. 
This research gives Hilton London Metropole a practical, strategic, and financially viable plan to improve its service and solve its issues. Modernising staff involvement, integrating smart technology, and fostering a culture of continuous improvement will boost hotel performance and ensure long-term competitiveness in London. Elevate Hospitality Consulting Ltd. is happy to have helped Hilton London Metropole transform. Our recommendations are based on research, hospitality expertise, and operational knowledge. It believes these approaches will significantly improve and sustain growth. It thank Hilton London Metropole for the opportunity to engage and look forward to future hospitality excellence relationships.


[bookmark: _enm1m92d8tna]2. Introduction
Hotel Background
The Hilton London Metropole, situated on Edgware Road in London, is the chosen hotel for this advisory report. It has 1,059 rooms, including suites and executive accommodations, and is one of the biggest hotels in the UK (Hilton London Metropole, 2025). It runs under the globally renowned Hilton brand. The hotel is a favourite with international business travellers, conference attendees, and leisure tourists due to its convenient location, just minutes from Paddington Station and within easy reach of London’s major business and tourist destinations. A fully-equipped health club and gym, four dining places, a ballroom that can accommodate 1,000 guests, and 42 conference and event rooms are available at the Hilton London Metropole (Hilton London Metropole, 2025). Because of its prominent location and the large number of events and guests it hosts, operational efficiency and guest pleasure are of the utmost importance. This hotel is one of the most prestigious in Hilton's UK portfolio due to its impeccable reputation for service and dependability. But the hotel has been encountering problems that could ruin its performance and reputation in the long run, so it's not all sunshine and rainbows.
The Issue Identified
Declining guest satisfaction as a result of variable service quality, especially in relation to interactions with front-of-house staff, is the main challenge confronting the Hilton London Metropole. Delays in check-ins, unresponsive service, and a lack of individual attention have been the main points of criticism in recent TripAdvisor reviews and in-house customer feedback reports, which have shown a discernible decline in ratings over the previous twelve months. Operational strain and low morale among the surviving team have been intensified by significant personnel turnover and staffing shortages post-COVID-19 (Kerketta, 2024). This has consequences for the hotel's internet reputation, repeat business, and income production since guests' expectations aren't always satisfied. This consulting report is an attempt to get to the bottom of the hotel's service quality problems and offer solutions that will help guests have a better stay.
Background of Consultancy Firm
Elevate Hospitality Solutions is a consulting business that focuses on operational strategy and service excellence for the global hotel industry. They have published this report. With a background of over 20 years in the sector, our team consists of analysts and former executives with a focus on overcoming service delivery problems in urban hotels with large capacity. Each client's market, personnel, and brand needs are different, and Elevate Hospitality Solutions takes great satisfaction in providing practical, evidence-based solutions that are customised to meet those needs (Singgalen, 2025). Our goal is to implement sustainable, data-driven change strategies that prioritise people in order to improve operational standards and increase visitor happiness.
Analytical Frameworks to be Used
By utilising various widely-recognized analytical frameworks, this report will guarantee a comprehensive and organised examination of the detected service quality issue. If the hotel is having trouble staffing or meeting guests' expectations for service, the STEEPLED study will look at external macroenvironmental variables such as job market trends, economic recovery, and societal expectations. A SWOT analysis will be conducted to provide a comprehensive strategic picture of the hotel by identifying its internal and external strengths, weaknesses, opportunities, and threats. The hotel's internal capabilities will be matched with its external environment through the development of a TOWS matrix, which is based on the SWOT analysis (Saleh and Zohry, 2022). The recommendations will be data-informed and practically implementable because these tools will be reinforced with primary and secondary data analysis, which includes trends in consumer feedback, metrics for online reputation, and information on staff attrition.
[bookmark: _uuf5s9lktqhx]
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[bookmark: _6993hu5540t]3.1 Description of the Main Issue
Guest satisfaction is on the decline at the Hilton London Metropole, and the main reason for this is the variable quality of service, especially at the front desk. Signs of this issue include extended wait times during check-in, impersonal service, and uneven expectations for visitor interactions (Mews, 2022). Reviews posted by guests on Google and TripAdvisor over the last year reveal a growing dissatisfaction with the response and professionalism of the staff, particularly during busy periods and large-scale events. These problems have an effect on the hotel's income, reputation, and repeat business, in addition to lowering the quality of the visitor experience. Leisure visitors, international corporations, and conference goers make up the bulk of the hotel's revenue. Customers are less likely to return again, and relationships with corporate clients and event organisers are weakened when service is inconsistent (Ozuem et al., 2024). In a highly competitive market like central London, where potential guests are typically discouraged by unfavourable online evaluations, poor service experiences can have a substantial impact. The vicious cycle of disengagement and turnover is exacerbated by operational inefficiencies and worker burnout, which are in turn caused by service discrepancies. The hotel's profit margins are being squeezed as a result of rising labour expenses and increasing consumer expectations for fast, high-quality service. The problem is more than just an inconvenience for guests; it's a danger to the hotel's future success and market dominance (Holovnia et al., 2022). This problem has the potential to worsen without specific actions that improve staff competence and service culture; otherwise, customer confidence in the brand, loyalty to the establishment, and morale among workers will all continue to decline. The purpose of this study is to identify the problems with the service quality and provide long-term solutions.
[bookmark: _tfr90j34x3cz]3.2 Root Cause Analysis
It found that the Hilton London Metropole's service quality issues stem from both internal operational weaknesses and external macro-environmental needs, according to our multi-layered study.
Internal Factors:
1. High Staff Turnover & Inadequate Training: 
The hotel has been suffering from chronic staffing issues, especially in customer service-related positions, ever since the COVID-19 pandemic. High employee turnover and insufficient training have both played a role in making this situation worse (Carranza and McKenzie, 2024). Because of the high demands of the profession, many either quit altogether or sought out less demanding conditions in smaller hotels. The industry lost a lot of seasoned employees. The recruitment of unskilled workers who have not been adequately trained has led to a decline in morale and inconsistent service.
2. Lack of Performance Monitoring Systems: 
Now that performance monitoring systems aren't in place, the feedback loops that are there seem more reactive than proactive. The absence of performance-based incentives and real-time service monitoring technologies has led to the rise of a disengaged culture (Deloitte, 2015). Unfortunately, frontline employees often lack the authority and resources to address consumer complaints promptly, leading to delayed resolutions.
3. Operational Overstretch:
Because of the hotel's massive size and regular staging of high-volume events, the current personnel and infrastructure may become overworked, leading to operational overstretch (Nagel, 2025). During busy times, a lot of people use the lobby, check-in desks, and concierge services. Because of this, first impressions are less impressive and there are delays.
External Factors:
1. Labour Market Challenges:
Difficulties in the Job Market Several issues, including Brexit and pandemic repercussions, are contributing to the ongoing workforce crisis in the UK restaurant business. Due to increased salary expectations and restrictions on EU labour mobility, competition for jobs in London's hotel business has heated up (Ndiuini and Baum, 2021). 
2. Rising Guest Expectations:
Customers' expectations have skyrocketed since the outbreak since they are now more price- and quality-conscious. Price-conscious customers want better service and contactless efficiency, so any flaw is quickly seen and shared through reviews and social media (Kamruzzaman, 2023).
3. Technological Disparities:
Digital check-in, an AI-assisted concierge, and bilingual digital guides are just a few of the service touchpoints that the Hilton London Metropole is missing in automation, which impacts the experience of international tourists and slows down service  (Ndiuini and Baum, 2021). This is in contrast to similarly situated rivals that have undergone renovations or new construction within the past few years.
The interconnectedness of the root causes is complex. Lack of staff retention measures, inadequate integration of technology, and a bad internal service culture are driving factors in the decline of visitor pleasure (Yilmazdogan, 2024). Changes in consumer behaviour and shifts in the external workforce amplify these factors.
[bookmark: _s8qfs911rut6]3.3 STEEPLED Analysis Table & Discussion
	Factor
	Impact on Hilton London Metropole

	Social
	The number of patients requesting customised care that takes cultural factors into account has increased significantly (Minvielle et al., 2021).    Multilingual staff members are in high demand.

	Technological
	Hilton is falling behind the competition when it comes to providing tech-driven services, as they are using self-check-in kiosks and artificial intelligence concierge apps (EHL Insight, 2025).

	Economic
	Operations expenditures have increased because of inflation and growing labour costs; budget-conscious consumers have higher expectations for their money (Irawan, 2024). 

	Environmental
	Modern ecotourists are easily put off when a place doesn't meet their standards for responsible tourism.

	Political
	With fewer people available to work in the EU due to immigration limitations put in place following Brexit, hiring has become more difficult and costly (Sargent, 2023). 

	Legal
	Already, HR procedures are under a lot of pressure to adhere to employee rights and UK hospitality regulations.

	Ethical
	Poor service makes it more difficult to comply with Hilton's high ethical standards, which are a result of the brand's global prominence (Digital Commons, 2019).

	Demographic
	 A combination of an older workforce and a generational disinterest in service jobs has led to a decrease in personnel resilience in the hotel business.


A difficult external environment that exacerbates internal shortcomings is revealed by the STEEPLED analysis. While political and economic developments have lowered worker availability and boosted operational expenses, social and demographic transitions call for more culturally flexible and technologically enabled service experiences. The competitiveness and brand image of a company suffer when it is unable to change with technology developments and green targets (Borah et al., 2023). These elements call for a fresh Hilton London Metropole customer service approach and team. Invest in technology, build internal competencies, and break free from these constraints by tying strategy with contemporary hotel trends.
[bookmark: _fwuvf3gdhdku]3.4 What Is Working Well – Positive Factors
The Hilton London Metropole has several qualities that distinguish it despite its present problems. The central London location of the hotel and proximity to Paddington Station and Heathrow Express draw international business and leisure visitors (GOV.UK, 2015). Apart from worldwide awareness and a committed customer base via Hilton Honours, Hilton helps one get corporate contracts and group bookings. Attracting a steady flow of large-scale events, including international conventions and exhibitions, the hotel's vast conferencing and events facilities—among the largest of any UK hotel—remain a competitive edge. In addition, the food and beverage outlets at Hilton London Metropole have been significantly upgraded, providing guests with a wide array of high-quality dining alternatives. From making a reservation all the way through to paying, guests will have a smooth experience thanks to the hotel's operational digital booking and loyalty systems that connect seamlessly with the rest of the Hilton network (JWU, 2023). The property's excellent revenue performance during important London event seasons is a result of well-executed techniques for demand forecasting and yield management. Its present service-related challenges can be effectively addressed with the use of these strengths.
[bookmark: _9x68o9w2hj8d]3.5 SWOT Analysis Table & Discussion
	Strengths
	Weaknesses

	Ideal spot in the heart of London
	Discordant levels of service and satisfaction among guests

	Dedicated Hilton Honours members and a strong reputation for the brand
	Low morale and high employee turnover

	Efficient food and beverage operations and revenue management at the largest
	Restricted use of technology (digital concierge, check-in)

	UK hotel conference room
	Missing capability to track service performance in real-time (Olayinka, 2021). 

	Support and access to Hilton's worldwide systems
	Varied levels of frontline employees' training and development




	Opportunities
	Threats

	Maximise efficiency in guest services by utilising technology
	Employment gaps caused by changes in immigration policies following Brexit

	Green travel initiatives to entice environmentally concerned vacationers (Kim, Kim, and Nguyen, 2021). 
	Increases in both inflation and wage expenditures are driving up operational costs.

	Staff upskilling to enhance service quality
	Reputational harm caused by unfavourable evaluations on the internet

	Design exciting vacation packages
	Rivalry from newer, tech-enabled hotels in the heart of London

	Grow their multilingual offerings to appeal to customers all over the world
	Guests' post-COVID expectations are evolving in areas like as cleanliness, efficiency, and customisation (Bharti, and Sharma, 2023). 


The hotel's location, branding, and events infrastructure are some of its operational assets that the SWOT analysis identifies as giving it an advantage in the market. But it can't keep up with guests' ever-increasing expectations because of its own shortcomings in service delivery, technology adoption, and employee competence. Smart technology, reskilling employees, and improving environmental initiatives present a huge potential to update service delivery (Li, 2024). External risks, such as workforce shortages and competitive pressures, could be mitigated by these advancements as well. As shown in the following TOWS analysis, the SWOT matrix is used as a basis for developing strategic solutions.
[bookmark: _1hxpzvjpbc1c]3.6  TOWS Analysis Table & Discussion
	Strategies Using Strengths to Exploit Opportunities (SO)
	Strategies to Overcome Weaknesses by Using Opportunities (WO)

	Harnessing the influence of the Hilton name and customer loyalty program can help people promote exciting new immersive guest packages (Stories from Hilton, 2024).
	Enhance service tracking with the introduction of digital concierge and feedback systems based on apps.

	Take advantage of smart tech developments to grow their conference and event company.
	To lessen the occurrence of inconsistent service, institute formal training and mentorship programs for employees.

	Encourage eco-friendly pursuits via robust food and beverage operations.
	Train employees and enhance hotel operations by partnering with sustainability groups (Khalil et al., 2024). 





	Strategies Using Strengths to Mitigate Threats (ST)
	Strategies to Minimise Weaknesses and Avoid Threats (WT)

	Stay ahead of the competition by capitalising on their location and stellar reputation worldwide.
	Spend money on employee retention programs to lessen their impact on competitive job markets.

	Apply The worldwide infrastructure of Hilton allow them to swiftly adapt to changing guest patterns
	To protect their internet reputation, implement performance measurements and a system for receiving feedback.

	Relieve inflationary pressures by using revenue management system data
	To better manage workloads and eliminate service bottlenecks, enhance digital check-in services (Sehgal et al., 2024). 



The hotel can take advantage of strategic possibilities and protect itself from dangers by utilising its brand strength and infrastructure, as demonstrated in the TOWS matrix. For example, by utilising Hilton's global training and technological capabilities, the company can directly address internal concerns such as outdated infrastructure and workers who are not performing up to their potential. The hospitality business is always evolving, and to keep ahead of the competition, hotels are employing measures to improve their sustainability, personalise their offerings, and streamline their operations (Bardukova, 2023). These findings serve as the foundation for the specific recommendations that are found below.
[bookmark: _tnxnvurci3f3]4. Recommendations & Change Management
[bookmark: _qvd6w8hljmnj]4.1 Detailed Recommendations
Given the issue with the service quality at the Hilton London Metropole, it propose the following solutions: they are simple, relevant, and backed by proof. Based on the results of the analysis, some suggestions have been made.
1. Enhance Staff Training and Development Programs
A high staff turnover rate, inadequate training, and an absence of staff empowerment were identified as the main reasons for variable service quality, according to the research. The hotel should put money into a training program that teaches strategies for customer service, dispute resolution, and customisation (Liu et al., 2021). 
· This should incorporate Hilton's service standards, communication methods, and technical resources. Included as well should be the process of onboarding newly hired staff.
· Employees can help fix service issues and feel more invested in the company's success by participating in regular training (Tien et al., 2021). 
· interdisciplinary training to make sure that every single employee, from the front desk to the cleaning staff, is working together to give visitors the best possible experience.
Researchers have shown that workers who get enough training are more invested in their work, happier overall, and able to make a positive impact on customers' experiences. The variations in the service quality will be quickly addressed by this.
2. Implement a Digital Concierge and Self-Check-In System
It would be wise for the Hilton London Metropole to install digital technologies more quickly in line with current trends if it wants to improve its guests' overall experience. 
· Included in this category are self-service check-in kiosks, which aim to streamline the check-in process, especially during peak periods, hence reducing wait times and the distress that comes with them.
· The digital concierge service allows users to submit requests, book services, and acquire information through a smartphone app, eliminating the need to contact the front desk (Tech Magic, 2025).
Evidence suggests that hotels can increase customer satisfaction using self-service technologies by significantly cutting down on wait times and increasing operational efficiency (Ayodeji, Rjoub, and Özgit, 2023). As a result, this will assist ease concerns associated to service delivery and produce a more seamless experience for their guests.
3. Revamp Recruitment and Retention Strategies
To combat the high incidence of employee turnover, the hotel should reconsider its approach to hiring and retaining employees.
· It is important to include a "clear pathway for career advancement within Hilton London Metropole and the wider Hilton brand" in this context.
· Compensation plans that cover all bases, including competitive pay, health insurance, and flexible scheduling (Werner and Balkin, 2021). 
· Ensuring that staff members feel appreciated and motivated requires a focus on workplace culture and employee engagement.
Research shows that a positive work culture and opportunity for individuals to progress in their careers significantly lower employee turnover and boost customer service. If this is fixed, the service consistency will be much improved.
4. Focus on Sustainability and Eco-Friendly Initiatives
Part of the global Hilton brand's dedication to corporate responsibility is the importance of the Hilton London Metropole implementing eco-friendly practices that align with guest preferences. 
· Using smart technology and energy-efficient equipment to reduce water and energy use is a part of this.
· Offering eco-friendly amenities in guest rooms and organic food selections are two examples of how they are helping the environment (Olorunsola et al., 2022). 
There is evidence to show that guests are starting to prioritise sustainability when choosing where to stay. The majority of global travellers (79%) say they are more inclined to book a hotel with sustainable practices, according to a 2019 study (GSTC, 2019). In addition to boosting the hotel's attractiveness to eco-conscious vacationers, this initiative will enhance the brand's reputation.
5. Improving Communication and Feedback Mechanisms
Throughout the research, it became clear that there were issues with the lack of real-time feedback mechanisms. 
· The hotel should set up a system where guests may communicate with them in real time using mobile apps. As they are staying, guests would be able to offer rapid feedback through this system.
· By utilising employee feedback loops, possible operational issues can be identified early on and addressed before they escalate (Carreno, 2024). 
Evidence: There is evidence that using real-time feedback mechanisms can improve visitor satisfaction and help maintain service quality even when demand is high (Harris et al., 2004). Thus, operational efficiency will be enhanced and dissatisfaction will be mitigated before it escalates into a major issue.
[bookmark: _soxrix1hbpex]4.2 Implementation Strategies
	Recommendation
	Phase
	Action
	Timeline
	Key Deliverables

	1. Staff Training and Development
	Phase 1: Needs Assessment
	Determine where there are gaps in service delivery by analysing personnel competencies.
	1 Month
	Staff surveys, performance reviews

	
	Phase 2: Program Design
	Come up with individualised lessons on how to handle conflicts, utilise technology, and provide excellent customer service (Kem, 2022). 
	2 Months
	Training materials, program schedule

	
	Phase 3: Roll-Out
	Start with new hires and work their way up to training all employees.
	3-6 Months
	Training sessions, participation records

	
	Phase 4: Ongoing Evaluation
	Assess the efficacy of the training by means of surveys and performance indicators.
	Ongoing
	Guest satisfaction surveys, performance reviews

	2. Implementing Technology Solutions
	Phase 1: Vendor Selection
	Find reliable providers of digital concierge services and self-check-in kiosks.
	1 Month
	Vendor contracts, compatibility analysis

	
	Phase 2: System Installation
	Bring the digital concierge app to life and set up kiosks. Hold a low-key launch with invited participants.
	2-3 Months
	Kiosk installation, app launch

	
	Phase 3: Full Launch
	Install kiosks and an app all around the place, and teach the employees how to utilise them (Aljohi et al., 2024). 
	4-6 Months
	Full system deployment, staff training

	
	Phase 4: Continuous Improvement
	Improve the user experience by analysing guest data and feedback.
	Ongoing
	Feedback analysis, system updates

	3. Recruitment and Retention Enhancements
	Phase 1: Recruitment Strategy Overhaul
	Redesign hiring practices to place more emphasis on long-term goals and work-life harmony.
	2 Months
	Updated recruitment strategies, new job postings

	
	Phase 2: Staff Engagement Program
	Reward programs, mentoring programs, and health programs should be established.
	3-4 Months
	Program launches, engagement activities

	
	Phase 3: Regular Staff Check-ins
	To gauge morale and make adjustments as needed, conduct staff surveys every three months.
	Ongoing
	Staff surveys, action plans

	4. Sustainability Initiatives
	Phase 1: Sustainability Audit
	Look for ways to make things better by doing an audit of their environment.
	1 Month
	Audit report, sustainability goals

	
	Phase 2: Implementation
	Sustainable food options, water-saving fixtures, and energy-efficient lighting should all be part of the design (Zou et al., 2025). 
	3-4 Months
	New systems in place, sustainable practices

	
	Phase 3: Communication
	Keep visitors informed about the hotel's sustainable initiatives through digital platforms and in-room materials on a regular basis.
	Ongoing
	Guest communication materials

	5. Communication and Feedback Enhancements
	Phase 1: System Development
	Create guest-facing and mobile app feedback systems that work in real-time.
	2 Months
	System integration, app updates

	
	Phase 2: Staff Training
	Educate workers on how to take and make use of immediate comments (Yeung and Yau, 2022). 
	1 Month
	Staff training materials, training sessions

	
	Phase 3: Roll-out and Monitoring
	Refine the level of service provided by keeping an eye on patterns in customer feedback.
	Ongoing
	Feedback monitoring reports, service adjustments


The suggestions are laid forth in a straightforward and organised manner in this table. To facilitate efficient execution, each phase is subdivided into manageable tasks with corresponding due dates and essential deliverables.
[bookmark: _c17cdb9omvxx]4.3 Change Management Techniques
A methodical strategy for managing change is necessary for carrying out the suggestions. As a result, stakeholders and employees will be more aligned with the strategic goals, and the changes will go more smoothly. The 8-Step Change Model created by Kotter is highly recommended: it is clear, and it prioritises employee participation.
1. Create a Sense of Urgency
Customer complaints and performance indicators can be used as proof to highlight the dangers of inaction and the rewards of improved service quality (Ngo et al., 2024). 
2. Form a Powerful Coalition
To spearhead the process, it is recommended to form a change leadership team comprising department heads, HR, and key frontline employees.
3. Create a Vision for Change
Having a clear vision is essential if the Hilton London Metropole is to aspire to give world-class guest service.
4. Communicate the Vision
Visual materials, internal newsletters, and team meetings can all serve to enlighten and engage staff members.
5. Empower Broad-Based Action
Get rid of things like outdated policies and a lack of training that are holding people back from making changes (Dobbin and Kalev, 2022). It is important to foster innovation and empower decision-makers at the frontline.
6. Generate Short-Term Wins
Better visitor feedback or efficient technology installation are examples of early successes that should be celebrated in order to start creating momentum.
7. Consolidate Gains and Produce More Change
To build on the early outcomes that have been obtained, expand efforts across the entire hotel and refine processes based on feedback.
8. Anchor Changes in Corporate Culture
Reinforcing the new habits and incorporating them into performance evaluations and hiring practices will ensure their long-term influence (Wiley, 2024).
Designed for service-based contexts, this method prioritises people-first transformation. At the individual level, it is also feasible to use supplementary tools like ADKAR (Awareness, Desire, Knowledge, Ability, and Reinforcement) to ensure that employees understand and engage in change initiatives.
[bookmark: _mqemwy1tu3l]4.4 Cost Analysis
A preliminary cost estimation has been conducted, aligned with Hilton London Metropole’s scale and revenue potential:
	Recommendation
	Estimated Cost (GBP)
	Rationale

	A Program for the Instruction of Staff (in the First Year)
	£50,000
	Instructors, materials, and training sessions from outside sources for more than two hundred staff

	 Programmes for the Recruitment and Retention of Employees Through the Use
	£75,000
	Acquisition of software, installation of software, integration of software, and licensing of software systems

	Digital Concierge Information and Kiosks
	£30,000
	Consulting services for human resources, job advertisements, and employee wellness programs (Kovács and Zarándné, 2022). 

	Changes to the Environmental Sustainability
	£40,000
	things that are friendly to the environment, water-saving gadgets, LED installations, and so on.

	The Process of Including Feedback Within the System
	£15,000
	 In addition to the protection of guest information, system updates and user interface design are also included.




Total Estimated Cost: £210,000 (one-off and Year 1 costs)
These expenditures are in line with the hotel's size (more than 1,000 rooms) and should pay off in the end with increased productivity, customer satisfaction, and income from returning guests. Reduced utility bills and increased operating efficiency are two ways in which many of the efforts, like sustainability enhancements, end up saving money (Javaid et al., 2022). 
[bookmark: _vpn4ozcje7rd]4.5 Impact Measurement / Success Evaluation
A combination of quantitative and qualitative key performance indicators (KPIs) will be tracked over the course of a year in order to evaluate the effectiveness of the initiatives that have been put into action:
KPIS that stand for key performance indicators:
· Scores for the Satisfaction of Guests (GSS): One-fifth within a year is the target, which will be monitored through Hilton Honours surveys.
· The average rate of employee retention is: Increase from 65 per cent to 80 per cent on an annual basis (People Keep, 2025).
· (TripAdvisor and Google) Ratings and Reviews Found Online: The goal is to raise the rating from 3.9 to 4.3 stars.
· A reduction in the check-in time: The goal is to reduce wait times during peak hours by thirty per cent.
· A Rate for Repeat Bookings: +10% year-over-year growth among Hilton Honours members is the target (Statista, 2025).
Instruments for Measuring:
· Regular surveys of the satisfaction of both guests and staff
· Operations and technical system reporting on a monthly basis
· The evaluation of the return on investment is based on a biannual financial performance study.
· Audits are conducted by a mystery guest to ensure that the service is consistent (Habraken, 2024). 
Reviewing the implementation strategy on a regular basis at the three, six, and twelve-month marks will assist refine the approach and solve any issues that were not anticipated.
[bookmark: _xzinpsdl34hf]4.6 Expected Benefits
The Hilton London Metropole will get both real and perceived value from these strategies:
· Observable: Better retention rates lead to lower recruitment costs, more money in the bank thanks to satisfied customers and word-of-mouth advertising, and long-term cost savings from environmentally responsible business practices.
· Intangible: The intangible benefits include a more positive reputation as an employer, more loyal guests, higher morale in the workplace, and a leg up in the London hospitality industry (Spencer James Group, 2025).
Positioning the London Metropole as a flagship property and reinforcing Hilton's global brand values, the result is a guest experience that is changed through consistency, innovation, and service excellence.
[bookmark: _w1d2x9nat80t]5. Action Plan
	No.
	Problem Identified
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Budget

	1
	High staff turnover and poor morale
	Structured onboarding, wellness workshops held on a regular basis, and the introduction of performance incentives should be implemented.
	Increased employee retention (from 65 percent to 80 percent), improved morale, and decreased expenditures associated with recruitment (Statista, 2024)
	6 months
	20/12/2025
	£30,000

	2
	Poor guest service feedback
	Retraining of customer service representatives with the use of hospitality consultants, with Hilton standards' backing
	As a result of an increase of fifteen percent in guest satisfaction scores, good internet reviews, and repeat business
	4 months
	15/10/2025
	£50,000

	3
	Inefficient check-in process at peak times
	It is recommended to implement mobile check-in capabilities and digital kiosks.
	The average check-in time was cut by 30%, and the guest experience was improved (Statista, 2025).
	3 months
	01/09/2025
	£75,000

	4
	Outdated internal communication
	Implement a digital noticeboard for personnel as well as an app for team communication.
	Internal communications have been streamlined, and departmental cooperation has been strengthened.
	2 months
	01/08/2025
	£10,000

	5
	Weak sustainability practices
	Invest in energy-efficient lighting, cut down on single-use plastics, and provide environmentally conscious options for guests.
	Reduced utility costs, enhanced environmental, social, and governance (ESG) reputation, and increased attraction to environmentally aware tourists
	5 months
	01/11/2025
	£40,000

	6
	Lack of real-time feedback channels
	Incorporate a digital mechanism for giving feedback to guests into both the mobile application and the website.
	A quicker reaction to problems, increased levels of customer satisfaction and retention, and improved procedures for service recovery
	2 months
	15/08/2025
	£15,000


Total Estimated Budget: £220,000
In order to increase performance and customer happiness, the hotel has developed an Action Plan to address several operational difficulties. This plan contains a series of focused solutions. The plan's first step is to address low morale and excessive worker turnover by suggesting wellness workshops, performance incentives, and structured onboarding. Within six months, the goal is to increase staff retention from 65% to 80% (Statista, 2024). The plan's goal is to increase guest satisfaction scores by 15% in four months by addressing negative service comments and recommending customer service re-training that is backed by Hilton standards (Statista, 2025). The introduction of digital kiosks and mobile check-in choices will help alleviate the inefficiencies that occur during peak check-in hours. Within three months, the check-in time will be reduced by 30% (Statista, 2025). Our goal is to increase coordination within two months by modernising the antiquated internal communication system with a team communication software and digital noticeboards. Environmentally friendly changes will help improve sustainability practices, and a computerised feedback system that works in real-time will make problem-solving much faster.
[bookmark: _jyu5dkwiowt]6. Conclusion
This consulting study closely examined operational and service problems at Hilton London Metropole. The hotel in a competitive market has suffered with high staff turnover, declining visitor satisfaction, and operational inefficiencies in key service areas, including check-in. Among the biggest and most recognisable Hilton hotels in Europe. Using the STEEPLED, SWOT, and TOWS models, a comprehensive analysis sought out and evaluated the underlying reasons for these challenges. Rising client expectations, modern hospitality technologies, and post-pandemic employment changes challenge the hotel. Internal service delivery and worker morale might be affected by insufficient training, antiquated guest interaction policies, and poor communication. Still, the Hilton London Metropole presents a great central London site, great brand loyalty, lots of meeting and gathering space, and a devoted customer base resulting from Hilton Honours. When used wisely, these resources help the hotel to develop and recover. There exists various evidence-based suggestions. With a quick feedback system, passenger experiences with digital self-check-in kiosks, and workforce onboarding and retention with wellness programs and organised training, it aims to increase service recovery. Long-term effectiveness and brand positioning depend on improving internal communication and sustainability. Kotter's 8-Step Change Management Process and other strategic change management techniques can assist in applying these concepts. The model and ADKAR go into great detail regarding staff involvement and departmental alignment. About £220,000 will go to internal systems, sustainability, technology, and training. These expenses are commensurate with the size and income potential of the hotel, so they should enhance client retention, staff output, and online presence. Apart from handling challenges, Elevate Hospitality Consulting Ltd. guides Hilton London Metropole in creating a sustainable excellence plan. By means of research on what works and what does not in the company, the hotel has developed a set of customised recommendations to keep ahead in the competitive hotel market of London. Our realistic, scalable, brand-aligned, data-driven initiatives satisfy us. They also reflect the worldwide vision of the company. The Hilton London Metropole might once more draw business and leisure visitors with its outstanding market position, sophisticated infrastructure, and devoted client base. Employing this consulting study and its pragmatic suggestions, the hotel will be able to overcome challenges and raise operational effectiveness and customer happiness. Thanks, Hilton London Metropole management, for allowing us to work on this significant project under Elevate Hospitality Consulting Ltd. The advice will be valuable, and it eagerly anticipates the next chances to enable individuals to reach their strategic goals.
[bookmark: _3c1mddyypm3y]
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