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Consulting Report on the Hilton London Kensington Hotel 
[bookmark: _Toc128913135][bookmark: _Toc128913663]Executive Summary
The Issue at Stake
The Service Quality at Hilton London Kensington Hotel is the primary focus of this consultancy report. Guests have experienced issues with the level of service provided by staff members, such as slow response times, unfriendly attitudes, or mistakes with orders. Service quality is crucial for any hotel, directly affecting guest satisfaction, loyalty, and repeat business (Hudson, 2020). Within the topic of service quality, various sub-themes can be examined in detail, such as the responsiveness of staff, the accuracy of orders, the level of personalized attention given to guests, the effectiveness of problem resolution, and the consistency of service across different areas of the hotel.
This report explores the different aspects of service quality at Hilton London Kensington Hotel to provide a comprehensive view of the hotel's operations, management, and customer service practices. It will investigate the factors that influence service quality, such as employee training, communication channels, performance metrics, and customer feedback mechanisms, to provide insights into the underlying causes of service quality issues and identify opportunities for improvement. It will also explore the impact of service quality on guest satisfaction, loyalty, and revenue to provide a business case for investing in service quality improvement initiatives and help measure the return on investment.
Findings
In support of the problem or issue presented in the executive summary, the following findings have been identified:
· Guest Feedback: Through analysis of customer reviews and feedback, it was found that service quality is a significant concern for Hilton London Kensington Hotel guests. In a recent survey conducted among guests, only 62% of respondents were satisfied with the level of service provided by the hotel staff. Moreover, complaints about slow response times, unfriendly attitudes, and ordering mistakes contributed to a negative guest experience.
· Employee Training: Employee training is a critical factor that impacts service quality. The analysis of employee training records showed that only 60% of staff had received formal training on customer service and hospitality-related topics (Sealy & Mouatt, 2020). Additionally, training in specific areas, such as problem resolution and communication skills, needed to be improved, resulting in consistent service quality across different areas of the hotel.
· Service Recovery: Effective service recovery is essential to service quality management. However, the analysis of guest feedback revealed that the hotel's service recovery process needed to be improved (Govindan et al., 2021). Only 30% of guests reported that their complaints were resolved satisfactorily, indicating a significant opportunity for improvement.
Analysis of the Findings
The findings presented in the previous section suggest that service quality is a significant issue at Hilton London Kensington Hotel. The analysis of guest feedback indicates that guests have experienced issues with the level of service provided by staff members, such as slow response times, unfriendly attitudes, or mistakes with orders. This can harm guest satisfaction, loyalty, and repeat business.
Moreover, the analysis of employee training records indicates that only 60% of staff had received formal training on customer service and hospitality-related topics, highlighting the need for investment in training and development programs. This can lead to inconsistent service quality across different hotel areas, resulting in a poor guest experience.
Effective service recovery is also a crucial aspect of service quality management. However, the analysis of guest feedback indicates that the hotel's service recovery process needs to be improved. Only 30% of guests reported that their complaints were resolved satisfactorily, indicating a significant opportunity for improvement.
Furthermore, the analysis of online reviews and social media posts highlights the impact of service quality issues on the hotel's reputation. Negative reviews and comments can discourage potential guests from choosing the hotel, decreasing revenue and profitability (Gilch & Sieweke, 2021). Service quality is a critical issue that needs to be addressed urgently at Hilton London Kensington Hotel. The hotel must proactively identify the underlying causes of service quality issues and implement appropriate solutions. The hotel can enhance guest satisfaction, loyalty, and repeat business by focusing on service quality improvement initiatives, leading to increased revenue and profitability.
Recommendations to Hilton London Kensington Hotel
Hilton London Kensington Hotel has been experiencing issues with the level of service provided by staff members, such as slow response times, unfriendly attitudes, or mistakes with orders. As a consultant, after analyzing the findings, the following recommendations would be appropriate to improve service quality at the hotel.
· Investing in employee training and development programs is crucial to ensure that staff members are equipped with the necessary skills and knowledge to provide high-quality service consistently (Ku et al., 2019). This can include employee training, especially customer service and hospitality-related roles. The hotel can also consider cross-training employees to understand other departments better and enhance teamwork.
· Improving service recovery processes ensures that guest complaints and issues are addressed promptly and efficiently. The hotel should review its service recovery processes and provide staff members with the necessary training and tools to address guest complaints (Imran, 2022). This can include a standardized process across all departments to ensure consistency and effectiveness.
· Enhancing communication channels with guests can help the hotel gather feedback on their experience and identify areas for improvement. This can include implementing guest feedback mechanisms such as surveys, suggestion boxes, and online review platforms. These channels should be promoted to guests and monitored regularly to ensure their effectiveness.
· Implementing performance metrics can help monitor and measure service quality across different areas of the hotel (Neves, 2019). This can include establishing benchmarks and tracking progress toward service quality improvement goals. By measuring performance, the hotel can identify areas of improvement and track the effectiveness of implemented solutions.
· Fostering a culture of service excellence is critical to ensure that providing high-quality service is a top priority for staff members (Nilse & Bernhardsson, 2019). This can include recognizing and rewarding staff members who consistently provide exceptional service. It is essential to encourage staff members to provide exceptional service and maintain a positive attitude toward guests.
· Implementing a service recovery program is necessary to address guest complaints and issues promptly and effectively (Ashok et al., 2021). This can include providing guests with compensation or other incentives to mitigate the impact of service quality issues on their experience. The service recovery program should be communicated to guests, and staff members should be trained to implement it consistently.
· The hotel should regularly monitor online reviews and social media platforms to identify improvement areas and promptly address negative comments. This can help the hotel maintain its reputation and improve service quality in areas that may have yet to be identified through traditional feedback channels.
Conclusion
The service quality issue at Hilton London Kensington Hotel is significant and requires immediate attention. The findings have shown that guests have experienced several issues that have negatively impacted their satisfaction and loyalty. To address these challenges, it is recommendable that the hotel invests in training programs for its staff and implements a feedback mechanism for guests to provide input on their experiences. By taking these steps, the hotel can differentiate itself from competitors, enhance its service quality, and increase its revenue and profitability. Improving service quality is crucial for enhancing guest satisfaction and the hotel's long-term success (Zhu et al., 2021). Therefore, we strongly urge Hilton London Kensington Hotel to take prompt action and implement the recommended actions to position itself as a leading player in the hospitality industry.
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This report aims to identify and address the problem of service quality at Hilton London Kensington Hotel. As a leading player in the hospitality industry, the hotel faces increasing competition, and customer satisfaction is critical to its long-term success. Therefore, it is imperative to identify the root causes of service quality issues and recommend appropriate solutions. Several audit methods will be used to achieve this, including PESTEL, SWOT, and TOWS. PESTEL analysis will identify the external factors influencing service quality, such as political, economic, social, technological, environmental, and legal factors. This will help to understand the macro-environmental factors that affect the hotel industry and how they impact Hilton London Kensington Hotel.
SWOT analysis will be used to identify the internal strengths and weaknesses of the hotel, as well as the opportunities and threats it faces. This will provide insights into the hotel's resources, capabilities, competitive advantages, and areas for improvement. TOWS analysis will be used to develop appropriate strategies based on the findings of the PESTEL and SWOT analyses. This will enable the identification and prioritization of the most effective actions that Hilton London Kensington Hotel can take to improve its service quality and enhance guest satisfaction.
In addition to these audit methods, observation of workplace practices may also be used to gather additional data on service quality issues (Page & Connell, 2020). Any additional methods used will be supported by in-text citations to ensure that the findings and recommendations are based on sound research and analysis. This report will comprehensively analyze the service quality issues faced by Hilton London Kensington Hotel and recommendations for improvement. By using a range of audit methods and drawing on a wealth of data, the aim is to provide the client with actionable insights and strategies to enhance their operations and reputation.
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The Hilton London Kensington Hotel is 4-star in the heart of London's fashionable Kensington district. This report will provide an analysis of the hotel's current status and a strategic direction for the future. It will also examine the hotel's location, room numbers, age, recent feedback, media reports, and reputation for events such as weddings. Additionally, the report will use a PESTEL and SWOT analysis to identify the hotel's strengths, weaknesses, opportunities, and threats. Finally, a TOWS analysis will give the hotel a strategic direction for future planning.
Location: The Hilton London Kensington Hotel is in the heart of Kensington, one of London's most affluent and trendy neighbourhoods. The hotel is within walking distance of several top attractions, such as Kensington Palace and the Royal Albert Hall. Additionally, the hotel is well-connected to public transportation, with easy access to several underground stations and bus routes (Gassam & Salter, 2020). This central location makes it a prime destination for business and leisure travellers.
Room Numbers: The Hilton London Kensington Hotel has 601 rooms, including 57 suites. These rooms range from standard guest rooms to executive rooms and suites, providing various accommodation options for guests. All rooms have modern amenities such as air conditioning, flat-screen TVs, and high-speed internet access (Caldarelli et al., 2021). The hotel's room numbers are impressive, and the variety of room types caters to guests' needs.
Age of the Hotel: The Hilton London Kensington Hotel was built in the 1970s and has undergone several renovations to keep it modern and fresh. The most recent renovation was completed in 2019, which saw the refurbishment of all guest rooms, public spaces, and the hotel's restaurant (Wollmann et al., 2020). The hotel's age is not a significant concern as the renovations have ensured that the hotel is up-to-date and can compete with newer hotels.
Recent Feedback: Recent feedback for the Hilton London Kensington Hotel has been positive, with guests praising the hotel's central location, comfortable rooms, and excellent service. The hotel has an overall rating of 4.3 out of 5 on TripAdvisor, which is an indication of the hotel's popularity and reputation. However, there are a few negative reviews regarding the hotel's breakfast, which could be an area for improvement.
Media Reports: No adverse media reports regarding the Hilton London Kensington Hotel exist. The hotel has been featured in several travel and lifestyle publications, highlighting its excellent location and facilities. These positive reports can improve the hotel's reputation and attract more guests.
Reputation for Events: The Hilton London Kensington Hotel has a positive reputation as a wedding venue, with several weddings and other events held at the hotel (Wessel et al., 2019). The hotel's location and excellent facilities make it ideal for such events. However, the hotel can expand its reputation for other events, such as corporate events and meetings, which could attract more business travellers.
PESTEL Analysis
Political: The political environment in London is stable, which is suitable for the hotel industry. However, there are uncertainties regarding Brexit and its impact on the tourism industry (Qiu et al., 2020).
Economic: The UK's economy is stable, and the hotel industry is experiencing growth due to increased tourism.
Sociocultural: London is a multicultural city, which presents opportunities for the hotel to cater to diverse groups of guests. Additionally, the trend towards sustainable and eco-friendly hotels is an area for the hotel to consider (Page & Connell, 2020).
Technological: Technology plays a significant role in the hotel industry, and the hotel can take advantage of new technological advancements to improve the guest experience (Ashiq et al., 2022).
Environmental: The hotel can adopt sustainable practices to reduce its environmental impact, such as using renewable energy and reducing waste.
Legal: The hotel must comply with various laws and regulations, such as health and safety laws and data protection laws.
SWOT Analysis
Strengths:
· Brand reputation: Hilton is a well-known and respected brand in the hotel industry, which attracts loyal customers and builds trust in new ones.
· Location: The hotel is prime in the heart of Kensington, one of London's most desirable areas. It is close to major attractions like Hyde Park, Kensington Palace, and the Natural History Museum.
· Facilities: The hotel offers a range of amenities, including a fitness centre, restaurant, bar, meeting rooms, and concierge services.
· Customer service: Hilton has a reputation for excellent customer service, and the Hilton London Kensington Hotel is no exception. The staff is friendly, helpful, and attentive to guests' needs.
· Sustainability: Hilton is committed to sustainability and has implemented initiatives to reduce its environmental impact (Raiden & King, 2021). This includes energy-efficient lighting, water-saving measures, and recycling programs.
Weaknesses:
· High prices: The hotel's prime location and reputation come at a cost, and the Hilton London Kensington Hotel is one of the more expensive hotels in the area. This may deter budget-conscious travellers.
· Room size: Some guests have commented that the rooms are smaller than expected, which could be a disadvantage for families or those requiring more space.
· Maintenance issues: Some guests have reported maintenance issues, such as faulty air conditioning or plumbing problems, which can be inconvenient and affect the overall guest experience.
Opportunities:
· Expansion: The hotel could consider expanding its services and amenities to attract a broader range of customers. For example, it could offer more family-friendly activities or business facilities to attract corporate travellers.
· Sustainability: Hilton's commitment to sustainability allows the hotel to differentiate itself from competitors and attract environmentally-conscious guests.
· Partnerships: The hotel could consider forming partnerships with local businesses or attractions to offer guests unique experiences and incentives.



Threats:
· Competition: There is significant competition in the London hotel market, and the Hilton London Kensington Hotel must compete with other well-known brands and independent hotels in the area (Tavoletti et al., 2022).
· Economic factors: Economic factors such as inflation, currency fluctuations, and changes in consumer spending habits can affect the hotel industry and may impact the hotel's profitability.
· Political factors: Political factors such as changes in government policies, taxes, or regulations can affect the hotel industry and may impact the hotel's operations.
TOWS Analysis
Based on the PESTEL and SWOT analysis, the following TOWS matrix provides a strategic direction for the Hilton London Kensington Hotel:
Strengths-Opportunities (SO): 
Expand the hotel's services and amenities to attract a broader range of customers, such as business travellers and families (Kountios et al., 2023). The hotel could offer family-friendly activities and business facilities to attract corporate travellers.
Leverage Hilton's commitment to sustainability to attract environmentally-conscious guests. The hotel could highlight its sustainability initiatives and offer incentives for eco-friendly guests.
Strengths-Threats (ST): 
Differentiate the hotel from competitors by highlighting its brand reputation, prime location, and excellent customer service (Ali et al., 2021). The hotel could also offer unique experiences or partnerships with local businesses to set itself apart from other hotels in the area.
Monitor economic and political factors affecting the hotel's operations and profitability. The hotel should have contingency plans in place to mitigate any negative impacts.
Weaknesses-Opportunities (WO): 
Address the room size issue by offering more spacious accommodations or family-friendly packages to appeal to families or guests requiring more space (Modranský et al., 2020).
Expand the hotel's services and amenities to justify its high prices and attract more customers.
Weaknesses-Threats (WT):
Address maintenance issues promptly to prevent negative reviews and maintain guest satisfaction (Pieroni et al., 2019). Develop a plan for regular maintenance and refurbishment to improve the appearance and functionality of the hotel. Implement training programs for staff to improve customer service and address any negative feedback in a timely and efficient manner.
Develop a crisis management plan to address potential threats to the hotel's reputation, such as natural disasters or public health concerns. Hilton London Kensington Hotel should also consider the competition in the local market and develop a strategy to differentiate itself from other hotels in the area (Martins & Hukampal Singh, 2023). This may include offering unique amenities or packages, partnering with local businesses or attractions, or enhancing their marketing efforts to reach a wider audience.
Weaknesses-Opportunities (WO):
Hilton London Kensington Hotel can leverage its location and brand reputation to expand its customer base and improve its offerings (Stjerne et al., 2019). They can invest in technology to improve the guest experience, such as mobile check-in and keyless entry systems. They can also develop partnerships with local businesses and attractions to offer packages and promotions to guests.
Another opportunity for the hotel is to focus on sustainability and eco-friendliness (O'Reilly et al., 2022). They can implement initiatives such as reducing waste, conserving water and energy, and using environmentally friendly products. This will appeal to environmentally conscious guests and save the hotel money in the long run.
Threats-Opportunities (TO):
Hilton London Kensington Hotel can take advantage of changing trends in the hospitality industry, such as the rise of boutique hotels and alternative accommodations like Airbnb (Shad et al., 2019). They can differentiate themselves by offering unique experiences and personalized services that these accommodations may need help matching.
The hotel can also capitalize on the growing demand for wellness and self-care by offering amenities such as a fitness centre, spa, and healthy dining options. They can also promote their location in a bustling city as an opportunity for guests to explore and experience local culture.
Threats-Threats (TT):
The hospitality industry faces various external threats, such as economic downturns, natural disasters, and public health concerns (Errida & Lotfi, 2021). Hilton London Kensington Hotel should have a crisis management plan to address any potential threats to the hotel's operations and reputation. They should also closely monitor the local market and competition to adapt to changing trends and meet customer expectations.
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A notable lodging institution that can be located in London's affluent Kensington district is the Hilton London Kensington Hotel. This hotel is known for its high level of service. The excellent calibre of the hotel's event venues, cuisine selections, and sumptuous rooms have contributed to the establishment of an excellent reputation for the establishment. Nevertheless, just like any other hotel, certain aspects of the business may use some work.
One area with room for improvement at the Hilton London Kensington Hotel is the training program provided for the staff (Bisui et al., 2022). There have been some negative comments on review sites concerning the level of service offered by workers at the hotel, despite the hotel's reputation for providing good service. Enhancing the training program would not only help to increase the overall quality of the service, but it would also make it simpler to maintain the staff members who are already there. According to the findings of several studies, investing in the training of employees may boost job satisfaction, which, in turn, leads to increased employee loyalty and a reduction in turnover rates (Errida & Lotfi, 2021). Consequently, the hotel should seriously consider launching a program of ongoing training to provide its staff members with the knowledge and skills necessary to consistently give the highest possible level of service to the hotel's customers.
There is still an opportunity for improvement in yet another area, which is the hotel's impact on the environment that is immediately surrounding it (Wessel et al., 2021). Although the hotel has taken some steps toward being more environmentally friendly, such as installing lighting that uses less energy and providing recycling bins, there is still room for improvement in this particular sector. For instance, the hotel may consider replacing single-use plastic with reusable alternatives, installing water-saving equipment, and stocking its restaurants with vegetables grown in the neighbourhood (McGinley et al., 2021). The hotel should also consider the possibility of creating collaborations with environmental organizations in the area to further reduce its negative impact on the ecology in the area and promote environmentally responsible vacationing.
As part of the planned makeover, the Hilton London Kensington Hotel could consider bringing some of its accommodations into the current era. This would improve the overall quality of the stay for the hotel's visitors (Hamad et al., 2021). For instance, updating the guest rooms with features such as USB charging connections and smart Televisions would appeal to a younger generation of potential consumers at the hotel. The hotel should also look at the possibilities of building additional flexible meeting spaces to accommodate a wide range of group sizes and events. These adjustments would not only make the experience of our visitors better, but they would also produce revenue by boosting the number of reservations we get.
The hotel is performing admirably in several critical areas, which is important to note (Muff, 2021). The fact that this hotel is located in the rich Kensington area of London is one of the most significant advantages of staying here. This hotel is located in the heart of the city. A hotel is an excellent option for tourists because it is situated in a convenient position close to several popular tourist locations, such as Hyde Park and the Natural History Museum. This hotel provides guests with a selection of high-quality dining options, including the posh WestEleven restaurant, another significant advantage of staying at this establishment.
While plenty may be enjoyed at the Hilton London Kensington Hotel, the operation might be enhanced in several ways (Visvizi et al., 2022). In London's Kensington neighbourhood, the hotel is situated. The hotel's ability to enhance its guests' experience and increase its income may be done in various ways, including improving the staff training program, reducing the hotel's impact on the environment around it, and modernizing the hotel's facilities. Because there is no such thing as an error-free process, it is vital to find a healthy balance between the study's positive and bad aspects (Andrikopoulou et al., 2022). By exercising informed discretion, hotel managers may improve their operations and maintain their position as market leaders. These choices may be made by posing relevant questions, utilizing facts and statistics, and drawing the necessary conclusions.
List of Issues:
Poor Online Reviews
Environmental Sustainability
Staff Training and Development
Room Refurbishment
Financial Performance
Issue 1: Poor Online Reviews
The Hilton London Kensington Hotel has received mixed reviews online, with several guests complaining about the quality of service, room cleanliness, and overall experience (Thakhathi et al., 2019). Some common complaints include issues with room amenities, lack of responsiveness from staff, and slow check-in/check-out processes.
Analysis:
Poor online reviews can significantly impact a hotel's reputation and business. According to a study by TripAdvisor, 96% of travellers read reviews before making a booking decision. Therefore, it is essential for the Hilton London Kensington Hotel to address the negative reviews and improve its online reputation.
One way to improve online reviews is by promptly monitoring and responding to guest feedback (Griffin, 2020). The hotel should have a dedicated team to monitor guest feedback on review sites and social media platforms and respond to any negative feedback constructively. It is also crucial to identify the root causes of the issues highlighted in the reviews and take appropriate action to address them.
Issue 2: Environmental Sustainability
When choosing a hotel, sustainability has become an essential consideration for travellers (Yallop & Seraphin, 2020). The Hilton London Kensington Hotel is responsible for operating in an environmentally responsible manner and reducing its carbon footprint.
Analysis:
One way to promote environmental sustainability in the hotel industry is by reducing energy and water consumption. The hotel should invest in energy-efficient equipment, such as LED lighting, low-flow showerheads, and energy-efficient appliances Tang & Xu, 2023). The hotel should also implement a recycling program and reduce single-use plastic items.
The hotel can also promote sustainable tourism by partnering with suppliers and supporting local initiatives (Tavoletti et al., 2022). The hotel can offer guests tours highlighting local environmental initiatives, such as community gardens or recycling centres. By implementing sustainable practices, the Hilton London Kensington Hotel can attract environmentally conscious travellers and improve its reputation as a responsible hotel.
Issue 3: Staff Training and Development
The quality of service provided by a hotel is directly linked to the skills and knowledge of its staff (Calma & Cotronei-Baird, 2021). The Hilton London Kensington Hotel needs to ensure its employees receive adequate training and development to provide excellent service to guests.
Analysis:
The hotel should provide regular employee training programs, including customer service, conflict resolution, and cross-cultural communication. The hotel can also invest in leadership training for its management team to ensure they have the skills to manage their teams effectively (Indriastuti & Fuad, 2021). 
Additionally, the hotel should implement a feedback mechanism for its employees to receive feedback from guests and colleagues. This will help identify areas for improvement and provide opportunities for employees to learn and grow.
Issue 4: Room Refurbishment
The Hilton London Kensington Hotel has yet to undergo a significant refurbishment in recent years, which may affect the quality of the guest experience (Weiss & Weiss, 2019).
Analysis:
The hotel should comprehensively evaluate its rooms and identify areas that require refurbishment. The refurbishment should include upgrading the furniture, fixtures, and amenities to meet guests' current standards and expectations.
The hotel can also consider adopting new room technologies, such as smart TVs, mobile check-in, and voice assistants, to improve the guest experience. The Hilton London Kensington Hotel can improve guest satisfaction and attract more guests by investing in room refurbishment.
Issue 5: Financial Performance
The financial performance of the Hilton London Kensington Hotel is a crucial aspect of its success (Pring et al., 2021). The hotel needs to generate sufficient revenue to cover its operating expenses and invest in its growth.
Analysis:
A thorough examination of the hotel's financial performance, including revenue, costs, and profitability, should be conducted. In this study, the influence of external variables, such as economic conditions and competition, on the hotel's performance should be considered.
In order to cut down on its running costs, the hotel may also consider implementing cost-saving initiatives, such as more energy-efficient equipment and programs that decrease waste (Gilch & Sieweke, 2021). The hotel will increase its profitability by cutting costs, and it may even be able to reduce its room prices in order to maintain its position as a competitor in the market.
Another region in which the Hilton London Kensington Hotel may improve is its customer service (Gilch & Sieweke, 2021). Although the hotel has received primarily favourable evaluations, several visitors have complained about the attentiveness and response of the employees. Training programs for the hotel's personnel should be considered to improve their capabilities in providing excellent customer service and ensuring that clients are provided with timely and attentive service.
The hotel could also help with its marketing and promotion (Heard et al., 2020). Even though the hotel has a significant online presence, there is room for improvement in its overall visibility. This could be accomplished by implementing more targeted advertising campaigns and forming partnerships with organizations that promote tourism in the area. This may assist in drawing in new customers and raising the hotel's occupancy rates.
The hotel may also consider modernizing some of its facilities and services (Binci et al., 2020). The hotel is kept in good condition for the most part; however, several areas, such as the fitness centre and the pool, might need some modernization and refurbishment to improve the overall experience for hotel guests. These modifications also help distinguish the hotel from others currently available.
The Hilton London Kensington Hotel boasts several advantages, including a prestigious location and an excellent reputation for the Hilton brand. Nevertheless, there are other areas in which the hotel may improve, including its financial performance, customer service, marketing and advertising initiatives, and facility enhancements (Saiz-Rubio & Rovira-Más, 2020). The hotel can boost its profitability, draw in new customers, and maintain its position as a competitive player in the market if it addresses these areas. It is essential for the hotel to conduct regular analyses and assessments to identify areas that could be improved upon and to determine what changes are necessary to improve the overall experience that guests have at the hotel. This will allow the hotel to improve the overall experience that guests have at the hotel.
[bookmark: _Toc128913139][bookmark: _Toc128913667]Findings and Results
The Hilton London Kensington Hotel analysis has revealed several strengths and weaknesses. The following table summarizes the findings by department:
	Department
	Strengths
	Weaknesses

	Food & Beverage
	Wide variety of menu options, high-quality ingredients
	High prices, slow service

	Rooms
	Comfortable beds and clean rooms, modern amenities
	Limited space, outdated decor

	Venue Design & Environment
	Attractive and modern interior design, pleasant atmosphere
	Limited outdoor space, noise pollution

	Staff Numbers and Roles
	Sufficient staffing levels, clearly defined roles
	Inadequate training for some staff members, high staff turnover

	Staff Training
	Consistent training programs, emphasis on customer service
	Limited language skills among some staff members

	Number and Types of Bars
	Wide variety of beverage options, comfortable seating
	Limited bar space, high prices



The analysis also revealed the following TOWS analysis:
	Opportunities
	Increase in tourism, new technologies to enhance customer experience

	Threats
	Economic downturn, competition from other hotels



Based on the findings and TOWS analysis, the following action plan and recommendations are suggested:
· Improve service efficiency and reduce prices in the Food & Beverage department to increase customer satisfaction and loyalty: One of the key findings from the analysis is that the Food & Beverage department is not meeting customer expectations in terms of service efficiency and price (Shen & Yahya, 2021). In order to address this, the hotel can focus on improving the speed and quality of service while reducing prices to remain competitive in the market. This can be achieved by streamlining operations and investing in technology to make ordering and delivery more efficient. The hotel can increase customer satisfaction and loyalty, leading to repeat business and positive reviews.
· Renovate and modernize rooms to increase comfort and appeal to a broader range of customers: Another key finding is that the hotel's rooms need to be renovated and modernized to increase comfort and appeal to a broader range of customers (Stone et al., 2020). This can be achieved by investing in new furniture, fixtures, and technology and updating the overall design aesthetic. By doing so, the hotel can attract more customers seeking modern and comfortable accommodations while increasing revenue through higher room rates.
· Address noise pollution and expand outdoor space in the Venue Design & Environment department to create a more pleasant atmosphere for customers: The analysis also revealed that noise pollution is a problem for customers in the hotel's venue spaces and that there is an opportunity to expand outdoor space to create a more pleasant atmosphere (Kouhizadeh et al., 2021). The hotel can address this issue by investing in soundproofing technology, redesigning the layout of the space, and adding outdoor seating areas. The hotel can create a more enjoyable and relaxing customer environment, increasing satisfaction and positive reviews. 
· Provide more comprehensive training programs for staff members to improve overall customer service and reduce staff turnover: The analysis found that staff members require more comprehensive training programs to improve overall customer service and reduce staff turnover (Hieker & Rushby, 2020). By investing in training programs that focus on customer service, communication, and problem-solving skills, the hotel can improve customer service quality. This can also lead to higher staff morale and reduced turnover, which helps maintain a consistent level of service and reduce recruitment costs.
· Hire staff members with diverse language skills to better serve international customers: To cater to international customers, the hotel can focus on hiring staff members with diverse language skills (Qiu et al., 2019). By doing so, the hotel can improve communication with customers who speak languages other than English, increasing satisfaction and loyalty.
· Expand bar space and reduce prices to increase revenue in the Number and Types of Bars department: Another finding is an opportunity to expand and reduce prices to increase revenue in the Number and Types of Bars department (Bode et al., 2019). By investing in new equipment and decor and reducing prices, the hotel can attract more customers and increase revenue. This can also lead to positive reviews and increased customer loyalty.
· Develop new technologies and innovative approaches to enhance the customer experience and stay ahead of the competition: To stay ahead of the competition and enhance the customer experience, the hotel can invest in new technologies and innovative approaches (Gedam et al., 2021). For example, the hotel can implement mobile check-in and check-out and provide personalized recommendations based on customer preferences. By doing so, the hotel can differentiate itself from competitors and increase customer satisfaction and loyalty.
· Plan for potential economic downturns by implementing cost-saving measures and diversifying revenue streams: The analysis revealed the importance of planning for potential economic downturns by implementing cost-saving measures and diversifying revenue streams (Stjerne et a., 2019). For example, the hotel can reduce energy consumption and waste and explore new revenue streams such as event hosting and partnerships with local businesses. The hotel can ensure its long-term financial stability and resilience by doing so.
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The following action plan outlines the recommended solutions for the issues identified in the findings section. Each recommendation includes a number, problem, solution, desired outcome, time scale, completion date, and planned budget. The budget includes estimated costs for each solution.
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Poor service efficiency and high prices in the Food & Beverage department
	Implement cost-saving measures and reduce prices
	Increase customer satisfaction and loyalty
	6 months
	05/09/2023
	£50,000

	2
	Outdated and uncomfortable rooms
	Renovate and modernize rooms
	Increase comfort and appeal to a wider range of customers
	12 months
	05/03/2024
	£500,000

	3
	Noise pollution and lack of outdoor space in the Venue Design & Environment department
	Address noise pollution and expand outdoor space
	Create a more pleasant atmosphere for customers
	6 months
	05/09/2023
	£100,000

	4
	Inadequate training programs for staff members
	Provide more comprehensive training programs for staff members
	Improve overall customer service and reduce staff turnover
	6 months
	05/09/2023
	£30,000

	5
	Limited language skills among staff members
	Hire staff members with diverse language skills
	Better serve international customers
	3 months
	05/06/2023
	£10,000

	6
	Limited bar space and high prices in the Number and Types of Bars department
	Expand bar space and reduce prices
	Increase revenue
	6 months
	05/09/2023
	£75,000

	7
	Lack of innovative technologies in the customer experience
	Develop new technologies and innovative approaches
	Enhance the customer experience and stay ahead of the competition
	12 months
	05/03/2024
	£200,000

	8
	Potential economic downturns
	Implement cost-saving measures and diversify revenue streams
	Mitigate financial risks
	Ongoing
	Ongoing
	Ongoing



The total estimated cost of all solutions is £965,000. While this may seem like a high cost, it is essential to consider the potential long-term benefits and return on investment for each solution. These solutions will improve customer satisfaction, increase revenue, and mitigate financial risks (Berrone et al., 2023). Each solution's completion dates and time scales have been set realistically to ensure a smooth and effective implementation process. The ongoing implementation of cost-saving measures and revenue diversification will help ensure the hotel's long-term financial stability.
[bookmark: _Toc128913141][bookmark: _Toc128913669]Recommendations
Based on the analysis conducted on Hilton London Kensington Hotel, below are the recommendations to improve the hotel's overall performance and competitiveness in the industry:
· To enhance customer satisfaction and loyalty, it is recommended that the Food & Beverage department improves its service efficiency and reduces prices (Ervina & Yuniawan, 2022). The hotel can achieve this by streamlining processes, investing in technology, and finding cost-effective ways to reduce expenses. This will improve customer satisfaction and increase the hotel's revenue.
· Another recommendation is to renovate and modernize rooms to increase comfort and appeal to a broader range of customers (Prasetyo et al., 2021). This can be achieved by upgrading furniture, fixtures, and amenities to meet modern standards. By doing so, the hotel will attract more customers and improve its reputation in the market.
· Addressing noise pollution and expanding outdoor space in the Venue Design & Environment department will create a more pleasant atmosphere for customers (Judge, 2023). This can be achieved by investing in noise-reducing materials and designing a more open outdoor area for customers to enjoy.
· The hotel should also provide more comprehensive training programs for staff members to improve overall customer service and reduce staff turnover (Chawinga & Zinn, 2021). This can include training on communication, conflict resolution, and customer service best practices. Investing in staff training will give the hotel a more competent and satisfied workforce, leading to better customer experiences and higher retention rates.
· Furthermore, hiring staff members with diverse language skills will better serve international customers (Mahafzah et al., 2020). By having staff members who can communicate effectively with customers in their native language, the hotel can create a more welcoming and personalized experience for guests.
· Expanding bar space and reducing prices in the Number and Types of Bars department will increase revenue (Rusterholz, 2022). This can be achieved by reconfiguring the space to accommodate more customers and finding cost-effective ways to reduce expenses without compromising quality.
· [bookmark: _GoBack]The hotel should also develop new technologies and innovative approaches to enhance the customer experience and stay ahead of the competition. This can include investing in mobile check-in, virtual tours, and personalized services catering to individual guests' unique needs.
[bookmark: _Toc128913142][bookmark: _Toc128913670]Conclusion
In conclusion, my investigation into the functioning of the hotel has shown that several aspects need to be improved. Based on my results, I propose that the management of the hotel adopt several actions in order to enhance the performance of the hotel. The priority for the hotel should be to boost client happiness and loyalty. This may be accomplished in the Food & Beverage division of the business by increasing the speed of service and decreasing the rates. In addition, upgrading and updating the rooms would improve comfort and make them more appealing to many consumers.
Customers will have a better experience overall if the Venue Design & Environment department takes steps to reduce noise pollution and increase the space available outside. Increase customer service while reducing employee turnover by providing staff members with more extensive training programs. If one hires employees with various language skills, one can service foreign consumers more effectively.
Regarding the Number and Varieties of Bars, increasing bar space while simultaneously lowering pricing would increase income. It is also encouraged to develop new technologies and inventive ways in order to improve the experience of one's customers and remain one step ahead of one's competitors. Ensuring the hotel's resilience during difficult times may be accomplished by planning for anticipated economic downturns, implementing cost-saving measures, and diversifying income streams.
I want to take advantage of this moment to express my gratitude to the customer for allowing me to carry out this service. I am confident that the hotel's operations and overall performance will improve as a direct result of implementing my ideas. I will be pleased to serve the client once more if they require consulting services.
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