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Executive Summary
[bookmark: _Int_Ff8i0Luc]This report reviews the performance of Knowsley Inn and Lounge and suggests practical ways to improve its long-term success. The UK hotel industry is very competitive, and hotels are facing many challenges, including rising costs, staff shortages, and higher guest expectations. Today, many guests use online reviews and booking websites when choosing a hotel. Because of this, poor service or negative reviews can quickly damage a hotel’s reputation and reduce future bookings. The main aim of this report was to identify the key problems at Knowsley Inn and Lounge and provide realistic recommendations that can be introduced without major costs.
Knowsley Inn and Lounge has several strong advantages. The hotel is located close to the M57 motorway and offers free on-site parking, which is very attractive to guests traveling by car. It is also within easy reach of Liverpool city centre and nearby attractions such as Knowsley Safari Park, which brings families and leisure visitors, especially during weekends and school holidays. The hotel has recently been refurbished and rebranded under the Crest Hotels Group, helping to modernise its appearance. Many guests also comment positively on the friendliness of staff, showing that employees generally have a positive attitude towards customer service.
However, the report found that the hotel’s performance is affected by operational issues rather than problems with location or demand. Online guest reviews show mixed experiences, which suggests that service quality is not always consistent. The most common complaints relate to slow or disorganised service during busy periods, overcrowding breakfast, and occasional cleanliness issues in rooms and public areas. These issues are important because guests expect clean rooms, efficient service, and good value for money as basic standards in a midscale hotel. When these expectations are not met, guests are more likely to leave negative reviews, which can discourage future bookings.
To better understand these challenges, the report used several strategic tools. A STEEPLED analysis showed that external factors such as rising costs, staff shortages, higher hygiene expectations, and the growing influence of online reviews are putting pressure on hotel operations. A SWOT analysis highlighted that the hotel’s strengths are mainly linked to its location, facilities, and brand support, while its weaknesses are linked to day-to-day operations. A TOWS analysis was then used to turn these findings into clear improvement strategies.
Based on this analysis, the report made several practical recommendations. One key recommendation is to improve service consistency through short and regular staff training sessions. This would help ensure that all staff follow the same service standards, especially during busy times. Another important recommendation is to improve breakfast operations by adjusting staffing levels, improving organisation, and clearly communicating breakfast times to guests. Strengthening housekeeping procedures through clearer checklists and regular checks was also recommended to improve cleanliness standards. In addition, the report suggested that the hotel should actively manage its online reviews by responding professionally and using guest feedback to make improvements. Finally, reviewing staff schedules and using temporary staff during peak periods would help reduce pressure on employees and improve service quality.
The report also explained how these changes should be managed to ensure success. Clear communication with staff, involving employees in the change process, and introducing changes gradually were highlighted as important. This approach helps reduce resistance, improves staff morale, and increases the chances that changes will be accepted and maintained. An action plan was created to support the recommendations. The plan clearly shows each problem, the proposed solution, expected outcomes, timescales, and estimated costs. All actions were designed to be affordable and realistic for an 86-room midscale hotel. The plan also includes simple ways to measure success, such as online review scores, number of complaints, breakfast satisfaction, staff turnover, and repeat bookings. These measures allow management to monitor progress and make improvements when needed. In conclusion, Knowsley Inn and Lounge are well positioned to improve its performance. The hotel has a good location, suitable facilities, and generally positive staff attitudes. By focusing on improving daily operations and service consistency, and by following the recommendations and action plan in this report, the hotel can improve guest satisfaction, protect its reputation, support staff wellbeing, and achieve long-term business success in a competitive hotel market.
Introduction
The hotel industry in the United Kingdom is highly competitive and continues to change due to rising costs, staff shortages, and increasing customer expectations (Luther, 2024). Hotels must deliver consistent service quality while also controlling operational costs (Takahashi, 2025). In today’s digital environment, guests rely heavily on online reviews when choosing where to stay (Shakibaie, 2025). As a result, negative feedback, especially about cleanliness, can seriously harm a hotel’s online reputation, discourage potential guests, and reduce bookings (Team, 2023). Slow service or overbooking during busy periods can also damage guest trust, reduce loyalty, harm reputation, increase compensation costs, and lower future demand (Kitija, 2024). This makes strategic and evidence-based decision-making very important for hotel success.
This report focuses on Knowsley Inn and Lounge (Knowsley Inn & Lounge, 2023), a chain-affiliated, midscale hotel located on Ribblers Lane, Knowsley, close to Liverpool city Centre and to the M57 motorway (Knowsley Inn & Lounge, 2023). The hotel benefits from excellent road access and a convenient location for both business and leisure travellers (Knowsley Inn & Lounge, 2023). It is also well located for popular local attractions, particularly Knowsley Safari Park (Knowsley Safari Experience, n.d.), which is only a short drive away and attracts a high number of family and leisure visitors throughout the year. This location allows the hotel to benefit from tourism demand as well as business and event-related travel. Knowsley Inn and Lounge has approximately 86 en-suite bedrooms and offers facilities including free on-site parking, a lounge bar, food service, and small meeting rooms (Inn, 2025). The hotel mainly serves business guests, short-stay leisure travellers, families visiting local attractions, and visitors attending events in Liverpool and the surrounding area (Knowsley Inn & Lounge, 2025).
The hotel previously operated as the Holiday Inn Express Liverpool knowsley and has since been rebranded and refurbished under the Crest Hotels Group (Hotelowner.co.uk, 2025). This rebranding aimed to modernise the hotel and improve the guest experience. However, guests staying in midscale hotels expect clean rooms, high levels of guest satisfaction, good-quality service, comfort, and value for money (Elphick, 2022). Research shows that customer satisfaction in hotels is strongly influenced by service quality, staff performance, and the condition of the physical environment (Wibisono, Senalasari and Elliott-White, 2022).
Despite its strong location and recent investment, Knowsley Inn and Lounge face several operational challenges. Guest feedback from online review platforms shows mixed experiences. While many guests praise the friendliness of staff, others report issues such as cleanliness problems, slow service, and pressure during breakfast times (trivago.com, 2025). Online reputation is very important in the hotel sector, as it has a direct impact on customer booking decisions (Online Reputation Management Strategies in Hospitality Industry, 2023). If these issues remain unaddressed, the hotel risks losing repeat customers, weakening its competitiveness in the local market and negatively impacting revenue performance.
This analysis has been carried out by Aspire Hospitality Consulting, an independent consultancy firm created for this project. Aspire Hospitality Consulting supports small and medium-sized hotels in the UK by offering practical advice that helps improve day-to-day operations and guest experience. The consultancy focuses on helping hotels deliver better service, work more efficiently, and achieve long-term success without unnecessary costs.
[bookmark: _Int_OykevLGH]Aspire Hospitality Consulting works with hotel managers and staff to identify areas that require improvement, such as service quality, cleanliness, staffing, and overall customer experience, in order to develop and implement appropriate plans and strategies (Paperchase Hospitality Accountancy, 2025). The consultancy helps hotels analyse guest feedback, improve staff training, and introduce simple systems that make daily operations easier for employees. It also supports hotels in managing online reviews and improving their reputation, which is important for attracting and retaining guests.
The consultancy operates with a strong focus on responsibility and fairness. As part of its commitment to corporate social responsibility, Aspire Hospitality Consulting offers pro bono support to selected hotels. This allows hotels to receive professional guidance while supporting staff development and positive working environments. The overall aim is to help hotels improve guest satisfaction, support their employees, and strengthen their position in the market while contributing positively to their local communities.
The main purpose of this report is to evaluate the performance of Knowsley Inn and Lounge and to identify key service and operational gaps that require management attention. The report also aims to develop realistic and achievable recommendations that can be implemented within the hotel’s current resources and organisational structure. To ensure a structured and academic approach, the report applies to several recognised strategic management frameworks.
A STEEPLED analysis is used to examine the external environment affecting the hotel, including social trends, technological changes, economic pressures, environmental responsibilities, legal requirements, ethical considerations, and demographic factors. In addition, a SWOT analysis is used to assess the hotel’s internal strengths and weaknesses, as well as external opportunities and threats. The findings from the SWOT analysis are then developed further using a TOWS matrix, which helps translate analysis into actionable strategies (Batonglobal, 2025). 
This report uses Knowsley Inn and Lounge as a case study to examine how strategic analysis can be applied within a real hotel business. The following sections provide an overview of the hotel, analyse its external and internal environment using established strategic frameworks, identify key operational problems, and propose practical recommendations supported by change management principles. The report concludes with an action plan designed to support performance improvement and long-term competitiveness. 






Analysis
The main issues affecting Knowsley Inn and Lounge are linked to service consistency, operational pressure during peak periods, cleanliness standards, and how guests perceive value for money, and these issues are having a direct impact on the hotel’s reputation, guest satisfaction, and revenue performance. Evidence taken from independent online review platforms such as TripAdvisor, Google Reviews, and Booking.com shows that guest experiences at the hotel are mixed, which suggests that service delivery is not consistent across all stays. While many guests report positive experiences, particularly praising the friendliness of staff, ease of parking, and the hotel’s convenient location close to the M57 motorway and Knowsley Safari Park, other guests raise repeated concerns about slow service, overcrowding at breakfast, cleanliness issues in public areas, and rooms not always meeting expectations for the price paid.
In the hotel industry, especially within the midscale segment, these types of problems are serious because guests expect a basic standard of cleanliness, comfort, and efficiency as a minimum requirement rather than a premium feature, and when these expectations are not met, guests are more likely to leave negative reviews, and according to an Emprise study, a single negative review can cost a hotel around 30 potential guests (Bunzl Catering Supplies, 2018). Studies demonstrate that online reviews play a crucial role in shaping consumer trust and decision-making. Positive reviews enhance customer confidence, whereas negative feedback can deter bookings, resulting in lower occupancy rates and reduced pricing power (Nain, n.d.).
In the modern hospitality industry, online reviews are especially influential, as potential guests rely heavily on ratings and written feedback when evaluating accommodation options. For Knowsley Inn and Lounge, this means that negative feedback related to breakfast congestion, inconsistent cleanliness, or slow service can reduce demand, especially when competing hotels in the Liverpool area offer similar pricing and facilities. From a revenue perspective, this can lead to increased discounting to attract bookings, reduced repeat business, and lower overall profitability, which is particularly challenging in a market already affected by rising costs and economic uncertainty. The causes of these issues appear to be both internal and external. Internally, the hotel may be experiencing staffing shortages, limited training resources, and operational planning challenges, particularly during busy periods such as weekends, school holidays, and times when family tourism increases due to nearby attractions like Knowsley Safari Park.
Externally, the UK hospitality industry is facing ongoing labour shortages, higher wage costs, rising energy prices, and increased food costs (Coulstock, 2024), which place pressure on hotel operations and can lead to reduced staffing levels (UKHospitality, n.d.). These pressures can impact staff productivity, increase fatigue, and result in decline in service quality and lower guest satisfaction and loyalty, if not managed carefully (Tumihospitality.com, 2025). From a STEEPLED perspective, several external factors are contributing to the challenges faced by the hotel. Socially, guests now have higher expectations for hygiene, speed of service, and overall experience, particularly following the COVID-19 pandemic. This has permanently increased awareness of cleanliness standards in hospitality environments, as research shows that hygiene and safety measures are the most important practices adopted by businesses in the hospitality and tourism industry during and after pandemic periods (Pillai et al., 2021). Technologically, the hotel operates in a market where online booking sites and review platforms strongly influence customer choices. Negative feedback spreads quickly and can have a lasting effect on reputation. If a hotel becomes known for poor service or cleanliness, it can take years to rebuild its image (DeliverBack Blog, 2024).
Economically, inflation, increased interest rates, and higher household costs are making guests more price-sensitive (MILLER, 2024), which means they expect stronger value for money and are less forgiving of service failures. Environmentally, there is increasing pressure on hotels to adopt sustainable practices such as waste reduction and energy efficiency, which may require capital investment and change in operational practices and workforce behaviour (Dhanani and ET HospitalityWorld, 2024). Politically and legally, post-Brexit labour restrictions and strict health and safety regulations increase compliance demands and staffing challenges for UK hotels, as a result, businesses now face many challenges such as regulatory requirements, labour shortages, supply chain disruptions, and evolving customer expectations (Grenside, 2022). Ethically, guests and employees increasingly expect fair treatment, transparent pricing, and responsible workplaces. To meet these expectations, companies must have clear rules, effective training, and a culture of respect. These measures help prevent harassment, create a positive work environment, and ensure that hospitality remains safe and welcoming for everyone (Acas, 2024). By fostering a supportive workplace, hospitality organisations can maintain their reputation as professional, inclusive and trusted spaces for both employees and guests.
Demographically, the growth in short-stay leisure travel, family tourism, and domestic trips has increased (VisitBritain.org, 2025), leading to higher demand for accommodation near major attractions such as Knowsley Safari Park. This trend presents both opportunity and operational challenges for Knowsley Inn and Lounge, as higher demand during peak times puts pressure on facilities such as breakfast service and housekeeping. Despite these challenges, the hotel demonstrates several positive performance areas that provide a strong foundation for improvement. The hotel’s location is a major strength, as it benefits from excellent motorway access, free parking, and proximity to Liverpool and local attractions, which appeals to both business and leisure guests. Free parking is particularly valued by guests travelling by car and is frequently mentioned positively in online reviews.
The hotel also benefits from being part of the chain-affiliated Crest Hotel Group (Crest Hotels Group, 2023), which provides operational support, strong brand recognition, and access to standardised systems. Staff friendliness is another clear strength, as many guests highlight positive interactions with employees (Inn, 2025), suggesting that the workforce has a positive attitude and customer-focused mindset. This is important because research shows that friendly and engaged staff can help offset service failures by completing tasks more quickly and reliably, which improves overall guest perceptions and enhances the guest experience (Harri, 2023). When these strengths are considered alongside weaknesses, a SWOT view shows that the hotel’s problems are largely operational rather than strategic. The hotel does not suffer from poor location, lack of demand, or weak market positioning instead; it struggles with execution, consistency, and capacity management during busy periods. This means that improvements are achievable without major structural changes or large capital investment. When these findings are converted into a TOWS strategic direction, several clear opportunities emerge. The hotel can use its strengths, such as location and staff friendliness, to better target family and leisure markets linked to Knowsley Safari Park, while also addressing weaknesses through improved training, clearer service standards, and better scheduling of staff during peak times. For example, improving breakfast service flow, adjusting staffing levels at busy times, and introducing clearer cleaning checklists could significantly improve guest satisfaction without major cost increases. In addition, managing an online reputation by responding to reviews and using feedback to make improvements can help rebuild trust and improve ratings over time. This helps the hotel maintain a positive online presence, gain customer trust, and succeed in the digital world (Suresh Nishad, 2023). Overall, the analysis shows that Knowsley Inn and Lounge faces challenges that are common across the UK hospitality industry, but these challenges are manageable. The hotel has strong fundamentals, including location, facilities, and staff attitude, but must improve operational consistency and service delivery to protect its reputation, improve guest satisfaction, and strengthen financial performance in an increasingly competitive market.











Recommendations and Change Management
Based on the analysis, it is clear that Knowsley Inn and Lounge is experiencing operational problems mainly related to service consistency, cleanliness, pressure during busy periods, and mixed guest perceptions of value for money, rather than problems linked to location or demand, and therefore the recommendations focus on improving how the hotel operates on a daily basis while supporting staff and managing change carefully.
The first key recommendation is to improve service consistency through simple and regular staff training, as inconsistent service suggests that staff may not always understand or follow the same service standards, particularly during busy periods, and research shows that well-trained staff are more confident, provide better service, and drive higher guests satisfaction. Happy employees naturally want to improve customer experiences, helping the business succeed. By encouraging open communication, building leadership skills, and offering regular training, businesses can create a workplace where staff enjoy their roles (Brett Patrontasch, 2024). This positive attitude shows in their interactions with customers, increasing loyalty, sales, and the company’s reputation. Training should be short, practical, and delivered in a supportive way, such as short monthly sessions or online, so that it does not disrupt operations or increase stress, and management should clearly communicate that the purpose of training is to help staff do their jobs more easily rather than to criticise performance.
From a change management perspective, involving staff in discussions about service challenges and asking for their ideas can reduce resistance and increase acceptance of new standards, because employees are more likely to support changes when they feel involved and understand the purpose (Young, 2023). Training costs for hotels in the UK vary, but basic online courses usually cost between £10 and £30 per person (Tayl, 2022). For a hotel of this size, this is affordable and realistic. In 2019, hotels spent an average of £1,530 per employee each year on training, including materials and paid training time (Tayl, 2022). The success of training can be measured by better online reviews, fewer service complaints, and positive staff feedback (Group, 2024). The second recommendation is to improve breakfast operations, as breakfast is a key part of the guest experience and frequent source of complaints, particularly when the restaurant becomes crowded and service feels slow or disorganised, which can leave guests with a negative final impression of their stay. To address this, the hotel should review breakfast staffing levels, layout, food replenishment routines, signage, and consider simple solutions such as clearer breakfast times and a better-organised breakfast service in the dining room (Failteireland,2021). As well as better communication with guests, and increased staffing during weekends and school holidays when family demand is higher due to the hotel’s proximity to Knowsley Safari Park. Changes should be introduced gradually through trial periods so staff can adapt without feeling overwhelmed, and feedback from both staff and guests should be used to improve the process.
Improving breakfast operations is expected to involve small additional costs, mainly due to extra part-time staff hours and minor changes to how the service runs. Success can be measured by fewer breakfast-related complaints, better guest reviews, and smoother service during busy times. The third recommendation is to strengthen cleanliness and housekeeping controls. Cleanliness is a basic expectation in hotels and plays an important role in building guest trust and influencing online ratings. Complaints in this area can quickly damage a hotel’s reputation, as cleanliness is often the first thing guests notice when they arrive (I-Team Global, 2025). This does not require major investment but instead clearer housekeeping checklists, better communication between housekeeping and reception, and regular spot checks by supervisors to ensure standards are met consistently (www.lingio.com, n.d.).
From a change management perspective, it is important that housekeeping staff understand that these measures are designed to support quality and protect the hotel’s reputation, not to increase pressure or blame individuals, and recognition for good performance can help motivate staff and reduce resistance. This recommendation requires minimal additional resources and focuses mainly on supervision time and basic materials. Its success can be measured through fewer cleanliness-related complaints, more positive guest reviews, and improved guest comfort, which increases the likelihood of a pleasant stay, positive feedback, and repeat bookings (Team, 2023). Another important recommendation is to actively manage the hotel’s online reputation, as online reviews strongly influence booking decisions and revenue performance (ConsensusNLP, 2025), This is particularly important in competitive markets close to major cities such as Liverpool. It involves responding to reviews in a professional and timely manner, thanking guests for positive feedback, and addressing negative comments constructively to show that the hotel listens and acts. By engaging thoughtfully and professionally with every review, the hotel can enhance its reputation, strengthen guest relationships, and increase revenue (Hotel Online, 2024). Change management in this area requires assigning clear responsibility to a trained manager and ensuring staff understand that guest feedback is used for learning and improvement rather than blame. This recommendation has very little financial cost, as it mainly requires management time, and success can be measured by better review scores, more responses to reviews, and more positive guest views of how the hotel handles feedback.

A further recommendation is to review staff scheduling and workload management, as many service issues occur during busy periods when staff are stretched, leading to slower service and lower quality. The hotel should adjust staffing levels by hiring temporary staff during peak seasons and reducing staffing during quieter periods (Williams, 2024). This requires analysing demand patterns and ensuring enough staff are scheduled during busy times, particularly for breakfast and housekeeping. When introducing changes to working hours or duties, clear communication is essential, and staff should be consulted in advance to reduce resistance and anxiety (Predictableprofits, 2025). The estimated cost of improving staffing coverage is £5,000 to £8,000 per year, which is reasonable for an 86-room hotel. This can be justified by better guest satisfaction, lower staff turnover, and improved operations.




A report also notes that investing in internal career pathways helps build stable, high-performing teams and protect profitability (Instagram, 2025). To ensure all recommendations are successful, the hotel should introduce clear performance measures such as average online review scores, number of complaints, breakfast satisfaction ratings, staff turnover levels, and repeat booking rates. These measures should be reviewed regularly by management to assess performance and adjust where needed, supporting informed decision-making and long-term success in the hospitality industry (Brown, 2021). The overall benefits of implementing these recommendations include improved guest satisfaction, a stronger online reputation, increased repeat business, more motivated and supported staff, and improved revenue stability. 

In summary, the recommended strategies are practical, affordable, and suitable for the size and market position of Knowsley Inn and Lounge. By applying structured change management practices and carefully measuring results, the hotel can improve service quality, manage change smoothly, and strengthen its long-term competitiveness in the UK hotel market. Ultimately, hospitality excellence comes from well-organised operations and attentive staff, leading to consistent quality and performance (Vohra, 2025).








Action Plan
	Problem Identified
	Proposed Solution
	Desired Outcome
	Timescale
	Estimated Cost

	Inconsistent service quality across departments
	Introduce short, regular staff training sessions focusing on service standards, guest interaction, and problem handling. Training to be delivered monthly in short workshops or online modules.
	Improved service consistency, higher guest satisfaction, fewer service complaints, and more confident staff.
	Short term (1–3 months to implement, ongoing delivery)
	£1,500–£2,000 per year

	Breakfast congestion and slow service during peak periods
	Review breakfast layout, staffing levels, and food replenishment routines. Increase staff cover during weekends and school holidays. Introduce clearer breakfast times and signage.
	Smoother breakfast service reduced waiting times, fewer guest complaints, and improved final impressions of the stay.
	Short to medium term (2–4 months)
	£2,000–£3,000 per year

	Cleanliness issues in rooms and public areas
	Introduce clearer housekeeping checklists, daily supervisor spot checks, and better communication between housekeeping and reception teams.
	Higher cleanliness standards, fewer cleanliness-related complaints, improved online reviews, and stronger guest trust.
	Short term (1–2 months)
	£1,000–£1,500 per year

	Negative or mixed online reviews affecting reputation
	Actively manage an online reputation by responding to reviews professionally and promptly. Assign responsibility to a trained manager. Use feedback to inform improvements.
	Improved online ratings, stronger guest trust, better brand image, and increased booking confidence.
	Immediate and ongoing
	Minimal cost (management time only)

	Staff pressure and workload imbalance during busy periods
	Review staff scheduling and demand patterns. Use flexible or temporary staff during peak periods, especially for housekeeping and breakfast service.
	Reduced staff stress, improved service quality during busy times, lower staff turnover, and better operational performance.
	Medium term (3–6 months)
	£5,000–£8,000 per year

	Lack of clear performance monitoring
	Introduce Key Performance Indicators (KPIs) such as review scores, complaint numbers, breakfast satisfaction, staff turnover, and repeat bookings. Review monthly.
	Better control over performance, early identification of problems, and data-based decision-making.
	Immediate and ongoing
	Minimal cost

	Resistance to operational change from staff
	Apply simple change management practices, including clear communication, staff involvement, phased implementation, and recognition for good performance.
	Higher staff engagement, smoother implementation of changes, and reduced resistance to new practices.
	Ongoing throughout implementation
	Minimal cost



This action plan gives Knowsley Inn and Lounge a clear and realistic guide to help fix the main problems identified in the report. Each action in the plan is linked directly to issues found in the analysis and recommendations sections. The plan has been designed to suit the size and resources of an 86-room midscale hotel, meaning the actions are practical, affordable, and achievable.
The focus of the action plan is to improve service quality, cleanliness, and how the hotel operates during busy periods. These areas were identified as the main causes of guest complaints and mixed online reviews. By improving these areas, setting clear service standards, hiring suitable staff, and providing regular training (Ivan, 2023), the hotel can increase guest satisfaction and protect its reputation without the need for major building work or expensive upgrades. Instead, the plan focuses on improving staff performance and the organisation of daily operations.
Staff support and clear communication are important parts of the action plan. The plan recognises that employees play a vital role in shaping the guest experience and that proposed changes can only be successfully implemented if staff understand and accept the reasons for change (Hamilton, 2022). For this reason, the plan includes simple ongoing training and monitoring, clearer procedures, and improved staff shift planning during busy periods to reduce burnout (Lozano, 2024). These actions are designed to clarify staff roles, reduce stress, and increase employee confidence. When staff feel supported, they are more likely to deliver higher-quality service, experience greater job satisfaction, and remain with the organisation. Higher staff retention leads to a more consistent and improved customer experience (Orr, 2025).
The action plan also explains how the hotel can measure whether the proposed changes are effective. Simple performance measures, such as online review scores, the number of guest complaints, breakfast satisfaction levels, and staff turnover, are included. These measures influence service quality, guest satisfaction, operating costs, and overall profitability (Rowdy, 2025), allowing the hotel to track progress and identify areas where improvements are being made. Regular review of this data will help management identify issues early and make small adjustments before problems become more serious (Team, 2025).
Another important part of the action plan is that it clearly shows the timescale and cost for each action. This helps the hotel plan effectively and understand the resources required, reducing the risk of costly delays and supporting steady, long-term growth (Solutions, 2023). The costs included in the plan are reasonable for a hotel of this size and are spread over time to avoid financial pressure. In return, the hotel can expect benefits such as better guest reviews, increased repeat bookings, and improved staff morale. Overall, this action plan provides a simple and structured way for Knowsley Inn and Lounge to improve performance. By following the plan, the hotel can improve service quality, strengthen its reputation, support staff wellbeing, increase guest loyalty, and improve long-term business success in a competitive hotel market (Titis Puspitarini, 2025).
Conclusion
This report has analysed the performance of Knowsley Inn and Lounge (Top-hotels-uk, 2024) within the context of the competitive UK hotel industry. The aim of the report was to understand the main challenges facing the hotel and to suggest practical and realistic improvements that could help improve overall performance. To achieve this, the report used recognised strategic tools, including STEEPLED (MasterClass, 2022), SWOT (Kenton, 2025), and TOWS (Lucidity, 2020), to examine both internal and external factors affecting the hotel.
The findings show that Knowsley Inn and Lounge have several key strengths. These include its convenient location close to the M57 motorway, free on-site parking, a short driving distance to Liverpool John Lennon Airport and Liverpool city centre, and proximity to popular attractions such as Knowsley Safari Park (Uk-hotel.info, 2026). The hotel also benefits from recent refurbishment and generally positive feedback about staff friendliness. These strengths provide a solid base for success and show that the hotel is well positioned to attract both business and leisure guests.
However, the report also identified several operational issues that are affecting guest satisfaction and reputation. The most significant issues include inconsistent service quality, cleanliness concerns, and pressure during busy periods, particularly at breakfast. These problems have contributed to mixed online reviews, which can discourage potential guests and negatively affect bookings and revenue. While these challenges are serious, the report shows that they are mainly operational rather than strategic and can be addressed without major investment.
The recommendations in this report focused on improving daily operations, supporting staff, and managing change carefully. Key suggestions included improving staff training, improving breakfast service, strengthening housekeeping controls, managing online reviews more effectively, and improving staff scheduling during peak times. An action plan was developed to clearly show how these improvements could be implemented, including the expected outcomes, timescales, and costs. This provides the hotel with a clear and realistic guide for planning and implementation.
In conclusion, Knowsley Inn and Lounge has strong potential to improve its performance by focusing on service consistency and operational efficiency. By implementing the recommendations and action plan outlined in this report, the hotel can improve guest satisfaction, protect its reputation, and strengthen long-term business performance. Aspire Hospitality Consulting would like to thank Knowsley Inn and Lounge for the opportunity to work on this project and hope that the recommendations provided will support the hotel’s continued success.
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