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Executive Summary
	
The purpose of this consultancy report is to address both operational and strategic issues affecting Hilton Cardiff, a main hotel of the Hilton Hotels & Resorts brand, in the centre of Cardiff. Launched in 1999 and offering 197 rooms with extensive business and leisure amenities, Hilton Cardiff welcomes business guests, people on conferences and tourists. Still, the hotel’s popularity and strong brand do not prevent it from dealing with problems that reduce its operational ability, please guests and make it harder to stay competitive as things change in the hospitality industry. Among these issues are higher costs for electricity and workforce due to rising prices and increased rivalry from smaller hotels and Airbnb, new expectations from clients concerning technology and environment and difficulties connected to both employee turnover and their attitude toward new changes. To analyse the relevant factors influencing Hilton Cardiff, this report makes use of tools like STEEPLED, SWOT and TOWS. It is clear from the findings that well-planned efforts in strategy and operations are required to become profitable, improve how guests feel and stay in the market for a long time. In addition, this report points out that Brexit has brought new regulatory changes and growing public demands for sustainable tourism are important factors in setting Hilton Cardiff’s course and direction.
This section of the report discusses the difficulties facing Hilton Cardiff as well as their effects. Bigger costs for energy and employees cause pressure on funds that make it hard to return money to the business. After Brexit, issues in the labour market have caused wages to rise and staff to be hard to find and problems with supply chains have especially affected the purchase of food and beverages. The threat from boutique hotels and peer-to-peer accommodation sites comes from these establishments ushering younger guests with ideas that are both familiar and exciting, in addition to more affordable alternatives. Because the company keeps its service model consistent and has not invested much in recent digital and sustainable changes, the hotel is not able to separate itself from its competitors. Today’s travellers expect service features that are more digital such as reservations on mobile devices, touchless options and digital room controls, as well as eco-friendly solutions at hotels. An excessive number of staff departures as well as resistance to change inside the company adds to the issue of variance in services, costs more money to operate and risks the implementation of important changes. Such problems affect Hilton Cardiff’s profit, image, how it operates and its standing in the industry, so solutions must be developed on several fronts. It explains that, without addressing these problems, Hilton could lose its loyal customers which could affect its profits and popularity over the long run.
	Consequently, the report gave exact recommendations aiming to resolve the issues faced by Hilton Cardiff completely. The most important step is to introduce an energy efficiency and sustainability plan that will help cut expenses and satisfy more consumers choosing eco-friendly hotels. Some measures the company takes are fixing existing infrastructure, boosting renewable energy, handling waste carefully, offering programmes for staff and guests and changing habits through leading processes. The report encouraged the industry to fully switch to new digital tools for guests and hotel systems to provide a smart and easy service throughout the hotel, as well as help manage data for personalising services and operations. Encouraging a healthy work environment by giving fair salaries, helping staff grow their careers, providing health benefits and talking openly is suggested to fight labour shortages and motivate staff. Due to growing competition, the report urges the hotel to focus on offering unique experiences, team up with various cultural centres, create custom-tailored wellness solutions and use adaptable service models to support guests. In addition, increasing efforts in social and environmental responsibility is meant to strengthen the corporation’s reputation and strengthen local partnerships. All recommendations have detailed plans for execution, estimates of their costs, strategies for change and achievements to track the results. A holistic view will unite every important area of Hilton Cardiff, so it can adjust well to customers’ changing needs.
	
The report concluded with an implementable road map of action comprising the intricate change efforts broken down into practical projects with defined timelines, budgetary appropriation, and measurable results. The action plan ranked the initiatives on impact and feasibility, making phased progress through ongoing appraisal and modification. With committed leadership, strategic communication, and employee engagement, Hilton Cardiff can effectively manage this transformation process. Through embracing the consultancy's advice, the hotel stands to realise major cost savings in operations, increased guest satisfaction and loyalty, better employee engagement, and greater market differentiation. These gains will all work together to bolster the profitability and sustainability of Hilton Cardiff so that it can continue to stay ahead in the changing hospitality market. Innovare Consultancy thanks Hilton Cardiff's management for their cooperation and is steadfast in its commitment to working with the hotel throughout the implementation period and beyond, ensuring sustainable positive impacts consistent with Hilton's international brand values and strategic goals. The report stressed that achievement will, hinge not only on strategic investment but also on creating an organisational culture attuned to innovation, flexibility, and customer-focused service excellence.


1. Introduction 
The consultancy report has been commissioned to address significant operational and strategic issue faced by Hilton Cardiff, a prominent hotel located in in the heart of Cardiff, Wales.     Hilton Cardiff is part of the global Hilton Hotels & Resorts which provides top-notch hospitality everywhere it operates. Opened in 1999, the hotel features 197 well-equipped rooms, as well as a large range of conference rooms, dining facilities and leisure amenities for guests which makes it a top player in the local hotel market. As a hotel in Cardiff city centre, it targets both people travelling for business and pleasure by being close to transportation, big venues and attractions.
Despite Hilton Cardiff's strong market presence and association with an internationally reputable brand, the hotel currently faces challenges that affect its operations, affecting the customer satisfaction, guests and negatively influencing its competitive advantage competition. The report will discuss these issues in detail, focusing on higher costs, growing competition from boutique hotels and other types of accommodation services and what customers expect now that the pandemic is over. On the other hand, staff departures and staff resistance to new changes are considered among the factors making the situation worse. Due to all these challenges together influence profit as well as the hotel's image, an in-depth consultancy is required to recommend actionable solutions that support continued progress and higher standing in the market.
This report's consultancy is from Innovare Consultancy, a new organisation that focuses on strategy and change in the hospitality industry. Experts at Innovare Consultancy draw from their long experience in hotel operations, managing projects and handling organisational change to provide client-focused innovative and resilient solutions. The approach integrates strong analysis of data and practical frameworks to help recommendations make sense for both strategy and operations. Innovare Consultancy pledges to help Hilton Cardiff deal with its current problems by making use of its skills in handling complex change in the hospitality industry.
To properly analyse the problems at Hilton Cardiff and suggest helpful solutions, this report will blend established frameworks for both strategy and the environment. To identify external macro-environment factors that impact the hotel, a STEEPLED analysis will be done. By considering Sociocultural, Technological, economic, Environmental, Political, Legal, Ethical, and Demographic aspects, this framework helps the hotel understand all the pressures and opportunities the business faces. Demand for more sustainable actions in hospitality and the effects of Britain's exit from the EU are expected to affect the analysis here. In addition, SWOT analysis will take place to thoroughly review Hilton Cardiff's strengths, weaknesses, opportunities and threats on both the inside and outside. Understanding the current strategic status means highlighting strong and weak points of the business. By using statistical data, what customers say and a comparison with the competition, the SWOT analysis will be both correct and relevant.
Building upon insights gained from STEEPLED and SWOT analyses, a TOWS matrix will be used to determine how Hilton Cardiff can use its strengths to take advantage of new opportunities, reduce risks from threats and address weaknesses within the company. Using this framework enables the hotel to transform diagnoses into actionable strategies for informed decision-making and effective change management. Therefore, these frameworks provide a reasonable basis for this consultancy report, enabling a comprehensive assessment of the factors that affect Hilton Cardiff, both within and outside the hotel. Using all three frameworks ensures that any advice provided by the consultancy will be well thought out, supported by data, and tailored to Hilton Cardiff's specific situation. The subsequent sections of the report will carefully examine the discovered issues, concluding with practical suggestions and a step-by-step plan to enhance Hilton Cardiff's performance and differentiate it in the hospitality industry.
2. Analysis
The section explores in depth the main issues affecting Hilton Cardiff. It provides detailed discussions on how these problems impact the hotel's day-to-day operations, income, and competitiveness with other hotels. It also reviews external factors via STEEPLED analysis, examines the company's strengths and weaknesses via SWOT analysis and creates various strategic opportunities using TOWS analysis. A wide range of secondary sources and hospitality papers are looked at to provide a fair and accurate explanation.
2.1 Issue Affecting Hilton Cardiff  
2.1.1 Rising Operation Costs 
One of the key problems Hilton Cardiff is currently facing is the sharp increase in operational costs, particularly in terms of energy expenses and labour wages. The 24/7-open hotel, with its large conference centres, several restaurants, and leisure facilities, is highly vulnerable to increases in energy prices. According to the UK Office for National Statistics, energy prices have increased by 25% in just one year (Office for National Statistics, 2025). This rise in energy charges has imposed significant financial strain, especially since Hilton Cardiff's buildings are energy hungry. With an escalation in energy prices, the hotel's running expenses have exploded, subsequently reducing its profit margins. Adding to the woes is the rise in labour costs, fuelled by labour shortages in the hospitality industry, mainly caused by post-Brexit regulations (Baum et al., 2023). To attract and retain employees, Hilton Cardiff has been forced to increase wages, further increasing operational expenses. The combined effect of rising energy costs and labour costs makes it difficult for Hilton Cardiff to remain profitable and competitive, as the hotel struggles to balance its operating expenses while maintaining competitive pricing.
The effect of increasing operating expenses on Hilton Cardiff is two-pronged, with cost pressures dramatically curbing the hotel's ability to reinvest and innovate. With every increase in operating expenses for the hotel, its margins have narrowed, reducing its capacity to reinvest in key areas such as service improvement and technology updates. This has a direct bearing on Hilton Cardiff's competitive edge in the hotel industry. Specifically, rising energy bills compromise the hotel's capacity to keep pace with increasing customer demand for sustainability. Studies have shown that 76% of international travellers prefer green hotels, opting for businesses that prioritize energy efficiency and sustainability (Bennett, 2023). Nonetheless, the escalating expenses make it challenging for Hilton Cardiff to invest in energy-efficient measures that customers increasingly demand, including LED lighting, renewable energy, and waste minimisation (Aksoy et al., 2022). Additionally, Hilton Cardiff's failure to implement these sustainability measures can harm its reputation among environmentally conscious consumers. With sustainability now being a central consideration in traveller decision-making, the hotel's inability to comply with these expectations will lead to lost customer loyalty and ultimately its long-term fiscal well-being (Nair & Manohar, 2024).
	Moreover, the rising labour expenses and workforce issues are adding to the operational problems at Hilton Cardiff. High staff turnover levels, particularly among frontline and middle management staff, have increased recruitment and training expenses and further strained the hotel's finances (Li et al., 2022). Staff shortages within the hospitality industry, compounded by the Brexit-imposed restrictions, have made it increasingly complex for Hilton Cardiff to recruit and retain high-skilled workers (Forde et al., 2024). The demand for competitive salaries and comprehensive benefits packages has contributed to a rise in operational costs. Additionally, resistance to change in the organisation, especially embracing new technologies and service procedures, has posed further challenges. Turnover, combined with resistance to change, has hindered Hilton Cardiff from implementing necessary service and operational enhancements, which are crucial in ensuring service quality and improving operational efficiency (Kim, Hardin, and Lee, 2023). As Hilton Cardiff struggles with the twin issues of increasing energy and labour costs, the hotel is finding it increasingly difficult to maintain its competitive advantage. In the absence of a stable, motivated workforce and adequate investment in sustainability and technology, Hilton Cardiff risks losing its competitive edge in the hospitality industry, ultimately decreasing its profitability and market share (Hussein et al., 2024).
Profitability
	The hotel's rising expenses for energy and staff are causing serious problems for its profitability. Due to higher energy bills, its non-payroll expenses have increased by 25%. This is primarily connected to the hotel's constant use, with restaurants and event rooms open at all times (Office for National Statistics, 2025). There have been additional pressures on Hilton Cardiff's profit margins due to the labour market, which now necessitates the business paying more to hire and retain staff (Baum et al., 2023). When rival hotels offer similar comfort and better prices, Hilton Cardiff is hesitant to raise its prices, fearing it will lose guests. As expenses continue to rise and revenues remain the same, the profit the hotel can make decreases, making it harder for them to enhance customer service or introduce improvements (Napierała and Birdir, 2020).
Reputation
	Rising expenses at the hotel have begun to harm its reputation, as Hilton Cardiff struggles to meet the needs of modern guests. Guests prefer to use apps for their rooms and even for check-in, but the hotel struggles to meet these expectations due to steadily rising costs. Because the hotel adheres to a single service model, service quality varies depending on who is working there, mainly due to the high rate of staff turnover (Yao, Han, and Bi, 2024). Many customers mention poor service in their reviews, which makes people less likely to choose the hotel again. Moreover, since guests are paying greater attention to the environment, the hotel's lack of thorough sustainability policies could harm its reputation (Bennett, 2023).
Operational Efficiency
	 Rising expenses are eroding the hotel's ability to operate effectively daily. Due to a tight labour market, Brexit-related rules, and the need to offer staff more benefits, businesses are spending significantly more on labour (Forde et al., 2024). Frequent employee turnover in the hotel leads to higher spending on new staff, a loss of essential skills, and a decline in the hotel's efficiency, as highlighted by Li, Xue, and Park (2022). Additionally, any difficulties in adopting new technology and procedures can slow down operational growth (Kim, Hardin, and Lee, 2023). As technology improves and costs increase, the hotel's poor staff morale and inefficient work environments worsen, making it even harder for the hotel to improve operations and provide a good experience for guests.

2.2 STEEPLE Analysis
	A STEEPLE analysis is a planning instrument used for strategy that examines outside variables to identify threats and opportunities for a company (CIPS, 2025). It is an acronym for Social, Technological, Economic, Environmental, Political, Legal, and Ethical. The below STEEPLED framework provides a structured evaluation of external factors influencing Hilton Cardiff.  
Table 1: STEEPLED Analysis
	Factor
	Description
	Implications for Hilton Cardiff

	Sociocultural
	Increasing demand for authentic, localised experiences and sustainable tourism (UNWTO, 2023).
	Need to tailor offerings toward cultural authenticity and eco-conscious services.

	Technological
	Rapid adoption of contactless check-in, mobile apps, and IoT-enabled rooms (Anwar et al. 2024).
	Urgent investment in digital infrastructure to meet guest expectations and improve operational efficiency.

	Economic
	Post-pandemic inflation is impacting discretionary spending, rising operational costs (ONS, 2024).
	Pressure on pricing and cost control; opportunities for value-added packages to attract price-sensitive guests.

	Environmental
	Heightened regulatory and customer focus on sustainability (Chemmanur and Fenech, 2024).
	Implementing green initiatives is necessary to comply with regulations and maintain market appeal.

	Political
	Post-Brexit regulatory changes affecting workforce and supply chain (The Access Group, 2025).
	Labour recruitment challenges and increased import costs; potential need for local talent development programs.

	Legal
	Stricter health and safety regulations post-COVID-19 (Asia Pacific Insights, 2024).
	Compliance costs increased; there is a necessity for rigorous health protocols to maintain guest confidence.

	Ethical
	Growing consumer expectation of ethical business practices (Zhang et al. 2023).
	Transparent reporting and ethical sourcing to enhance brand reputation.

	Demographic
	Rising international tourism and diverse guest demographics (VisitBritain, 2023).
	Tailored marketing and service customisation are required to meet diverse guest needs.



2.3 SWOT Analysis
	According to Gurl (2017), a SWOT analysis assesses a company's existing and future potential, evaluates internal and external concerns, and helps define its competitive position. The analysis identifies both international capabilities and limitations, as well as external opportunities and threats faced by a company. Below is the SWOT Analysis of Hilton Cardiff Hotel. 
Table 2: SWOT Analysis 
	SWOT
	Key Points

	Strengths
	Diverse global brand portfolio and strong loyalty program with 180M members (GuruFocus Research 2024).

	
	Robust development pipeline with global expansion (GuruFocus Research 2024). 

	
	Strong focus on ESG initiatives aligning sustainability goals.

	Weaknesses
	Reliance on third-party property owners risks operational control.

	
	Vulnerability to technological and cybersecurity threats (Derowitsch et al. 2025).

	Opportunities
	Travel demand recovery post-pandemic boosts business and group segments (Derowitsch et al. 2025).

	
	Expansion through ESG and sustainable development initiatives.

	Threats
	Intense competition and market saturation pressure.

	
	Geopolitical and economic uncertainties affecting global operations (GuruFocus Research 2024).



5.6 Positive Performance Areas
Table 3: Positive Performance Areas of Hilton
	Strength
	Description
	Source

	Strong Global Brand
	Leverages Hilton's worldwide reputation to attract diverse business and leisure clientele.
	(Hilton, 2023)

	Prime Location
	Situated centrally in Cardiff near key attractions and transport links, enhancing guest convenience and accessibility.
	(Agoda, 2025)

	Extensive Conference Facilities
	Offers large, modern conference and event spaces, attracting high-value corporate bookings.
	(Hilton, 2025)

	Loyalty Programs
	Hilton Honors loyalty scheme drives repeat business and encourages direct bookings, reducing OTA dependency.
	(Hilton, 2023)

	Local Supplier & Community Engagement
	Active partnerships with local suppliers and involvement in community initiatives enhance the CSR profile.
	Hilton Corporate Social Responsibility Report, 2022



2.4 TOWS Analysis
	According to Maity et al. (2023), the TOWS matrix is a tool that facilitates strategic thinking by methodically aligning a company's internal strengths and weaknesses with external opportunities and threats. Below is the TOWS matrix synthesizing SWOT insights into actionable strategies:

Table 4: TOWS matrix
	Strategies
	Description

	SO (Strengths-Opportunities)
	Utilize Hilton's brand and facilities to launch eco-friendly event packages targeting corporate clients, capitalizing on the growing demand for sustainable tourism (GuruFocus Research, 2024). Implement digital upgrades to enhance the guest experience, leveraging the existing loyalty base.

	WO (Weaknesses-Opportunities)
	Address technology and sustainability gaps through targeted investment and implement staff training programs to facilitate the adoption of new systems. Enhance guest experience personalisation to counteract homogeneity.

	ST (Strengths-Threats)
	Leverage brand reputation and loyalty programs to differentiate from boutique competitors. Invest in local recruitment campaigns to mitigate labour shortages, supported by community partnerships.

	WT (Weaknesses-Threats)
	Develop cost-control initiatives to manage rising expenses while enhancing employee engagement to reduce turnover (GuruFocus Research 2024). Strengthen compliance with regulatory changes to avoid penalties and reputational damage.




3. Recommendations and Change Management 
	The detailed review of Hilton Cardiff's operational and strategic challenges led to this section presenting detailed recommendations aimed at addressing the identified problems. The leading suggestions are centred on cutting costs, embracing new technology, keeping staff, making guests feel special, and participating in community events. For every recommendation, a detailed plan is provided, outlining how to implement it, manage any changes, measure progress, and identify the expected advantages and associated expenses. The main objective is to provide Hilton Cardiff with a clear plan to enhance its competitiveness, operational efficiency, and offerings to its guests and clients.
3.1 Recommendation 1: Implement an extensive Energy Efficiency and Sustainability Program  
Rationale
Operating expenses, particularly energy usage, account for a significant proportion of Hilton Cardiff's expenses. Increasing energy prices, as noted by the UK Office for National Statistics (ONS, 2024), have driven up these costs by 25% annually. Solving this problem through sustainability measures is essential not only due to cost reduction but also because sustainability has emerged as a crucial decision-making criterion for visitors globally (Khatter, 2023). According to Lai (2019), hotels with solid environmental programs tend to gain a stronger brand reputation and customer loyalty. 
Sustainability initiatives complement Hilton's corporate social responsibility programs, such as "Travel with Purpose," which aims for carbon neutrality by 2030 (Hilton, 2023). Through the adoption of an integrated sustainability program, Hilton Cardiff demonstrates leadership in environmental sustainability, reduces its carbon footprint, and lowers operational expenses.
Implementation Strategy
· Perform an Energy and Sustainability Audit: Hire professional consultants to undertake a complete audit of energy, water, waste, and carbon emissions. This provides a baseline and helps select priority areas for improvement (Harvard DCE, 2025).
· Invest in Infrastructure Improvements: Use energy-efficient LEDs in place of traditional lighting, add smart thermostats and HVAC, and improve insulation to minimize heating and cooling requirements (Anarene, 2024). Utilize water-saving devices and low-flow fixtures to promote water conservation.
· Integration of Renewable Energy: Consider installing solar panels on rooftops or purchasing renewable energy credits (RECs) to offset the hotel's electricity use. This decrease in fossil fuel dependence can provide long-term cost savings (Singh, Mishra, and Yadav, 2024).
· Waste Reduction and Recycling: Establish waste segregation facilities and organic waste composting. Avoid single-use plastics by providing refillable amenities. 
· Involve Staff and Visitors: Institute employee training programs on sustainable practices and initiate guest awareness campaigns promoting participation in programs like towel and linen reuse initiatives (Chan, Tsang, and Au, 2022).
Change Management Strategy
Sustainability implementation is associated with cultural and behavioral changes:
Kotter's 8-Step Model:
1. Establish Urgency: Emphasize the financial and environmental costs of inaction to drive stakeholder action.
2. Build a Guiding Coalition: Establish a sustainability task force with cross-departmental representatives.
3. Build Vision and Strategy: Clearly articulate sustainability objectives aligned with Hilton's business goals.
4. Communicate the Vision: Utilize internal publications, workshops, and signage to reinforce the message.
5. Empower Employees: Eliminate roadblocks by offering necessary training and resources.
6. Generate Short-Term Wins: Celebrate energy savings and successful projects to build momentum.
7. Consolidate Gains: Enlarge programs through feedback and monitoring data.
8. Anchor Changes: Incorporate sustainability into performance appraisals and operational KPIs.
Success Metrics
· Decrease in monthly water and energy usage compared to baseline.
· Waste diversion rates and landfill contribution reductions.
· Yearly carbon footprint, consistent with corporate sustainability reporting.
· Environmental effort-related guest satisfaction scores.
· Savings from cost realized through lower utility bills.
Financial Considerations
Initial outlays for audits and infrastructure upgrades could be between £150,000 and £250,000, while operating costs could be estimated at £20,000 per year. Payback periods are usually between 3–7 years, depending on the magnitude of upgrades and trends in energy prices. Other intangible gains involve improved brand equity and alignment with upcoming regulatory requirements (Šerić and Mikulić, 2020).

3.2 Recommendation 2: Invest in Digital Transformation to Enhance Guest Experience 
Rationale
	Digital technologies have become the focus of today's guest experience, particularly post-pandemic where personalization and contactless services are anticipated (Zade, and Sethi, 2024). Digital transformation investment allows Hilton Cardiff to automate processes, decrease manual labour, and enhance guest satisfaction. The study by Murniati, and Bawono, (2020) revealed that, digital-forward hotels outperform competitors in revenue growth and customer retention. 
Implementation Plan
· Contactless and Mobile Services: Implement contactless payments, digital room keys, and mobile check-in/out. These shorten wait times and make guests feel safer (Fu, Fraser, and Arcodia, 2024).
· Smart Room Technologies: Install IoT-controlled lighting, temperature, and entertainment in rooms to enable guest personalization (Ivanov et al., 2020).
· AI and Data Analytics: Implement AI-based personalization engines that personalise marketing messages, suggest services, and adapt pricing in real time (Li et al., 2021).
· Unified Guest App: Create a mobile application providing bookings, concierge, loyalty management, and real-time communication.
· Staff Training: Offer extensive digital proficiency and system training to facilitate seamless adoption and guest assistance.
Change Management Strategy
Lewin's Change Model:
· Unfreeze: Train staff on benefits and need for digital change to minimize fear.
· Change: Pilot modern technologies with engagement of staff to provide hands-on training.
· Refreeze: Enforce usage with performance monitoring and incentives.
· Engagement of Early Adopters: Encourage employees to identify digital champions to guide others.
· Ongoing Communication: Inform staff of progress, issues, and achievements.
Measurement and Evaluation
· Mobile and smart room technology usage rates for guests.
· Customer satisfaction scores and feedback related to digital services.
· Operational KPIs like average check-in times and service response times.
· Cybersecurity audit outcomes to guarantee data protection compliance.
Investment and ROI
First-time implementation fees could range from £200,000 to £400,000, depending on the technology scope, with annual maintenance and training fees of approximately £30,000. According to Alrawadieh, Alrawadieh, and Cetin (2021), the Return on Investment (ROI) would be reflected in higher direct bookings, lower labor expenses, and improved guest loyalty, enabling the hotel to ensure customer satisfaction. 
3.3 Recommendation 3: Enhance Workforce Retention and Engagement and Programs 
Rationale
	Staff turnover at elevated levels presents serious challenges for Hilton Cardiff, which impede the delivery of services, drive up recruitment and training expenses, and result in the loss of precious organisational knowledge. In this case, research has confirmed that employee engagement is intricately linked to better customer service and overall financial outcomes; hence, it is an area that should be of strategic importance (Ampofo et al., 2022). Within the prevailing labour market, further fueled by Brexit-related controls, the hospitality sector is experiencing severe labour shortages (Portes and Springford, 2023). To compete and maintain operational effectiveness, Hilton Cardiff needs to focus on offering competitive remuneration packages and implementing substantive employee engagement initiatives. 
Implementation Details
Competitive Compensation: Constant salary benchmarking against industry, the best practices is necessary to retain and attract talented individuals (Jenkins, 2025). In addition to competitive pay, Hilton must provide performance-based incentives, extensive benefits, and flexible work schedules to increase job satisfaction. 
Career Development: It is critical to design clear career advancement channels backed by systematic training, mentoring programs, and leadership development schemes (Soegiarto et al. 2024). This method assists employees in picturing their future with the organisation and encourages loyalty. 
Wellness Programs: Mental wellbeing and health support become ever more crucial. As per Cohen et al. (2023) adopting employee assistance programs with counseling, stress management tools, and wellness activities enhances the resilience of staff and prevent burnout. 
Recognition Systems: Formal praise, e.g., "Employee of the Month" awards, and informally peer-nominated recognitions can encourage staff and create a positive work environment (Phillips et al. 2023).
Open Communication: Establish avenues for frequent feedback from employees and facilitate participatory decision-making. This enhances staff commitment to change programs and minimizes resistance (Schulz-Knappe, Koch, and Beckert, 2019).
Change Management Approach
Hilton Cardiff can use the ADKAR model to lead this change: creating awareness of retention problems, creating a desire to change through involvement, delivering knowledge and training, developing ability with sufficient resources, and solidifying new habits with rewards. Leadership has a huge role to play, as transformational leadership styles motivate and inspire groups by sharing a clear vision and providing consistent encouragement (Farrell, 2022).
Success Metrics 
	Effectiveness must be measured by following the turnover and retention rates of employees by department, reviewing engagement survey results on job satisfaction, connecting guest satisfaction to employee performance, and tracking trends in absenteeism and productivity.
Financial Considerations
	It is advisable to budget about £100,000 every year for compensation reviews, wellness programs, training, and incentives. The advantages consist of the possible cutting of recruitment expenditure by 20%, improved productivity among employees, and improvement in the quality of guest services, all adding to Hilton Cardiff's long-term success in operations.

3.4 Recommendation 4: Differentiate Hilton Cardiff through Experiential and Personalised 
Rationale
	Since small hotels and new types of accommodation compete with large hotels, they must give visitors special attention and personalized experiences (Kruesi, and Remy, 2024). 
Implementation
· Joining with Cardiff’s arts and culture groups. Cooperate with them to put on events and share exceptional experiences, introducing guests to the city’s traditions (Visit Wales, 2024). 
· Personalize by using AI and CRM to allow customers to make selections in advance for things like room arrangements, meals and activities (Saxena, Gupta, and Kumar, 2024).
· Increasing Wellness: Organize wellness events that include yoga, spa therapies and mindfulness classes for guests similar to those staying in the hotel. 
· Create flexible packages meant for business people, couples and families.
Change Management
· Empower staff in frequent contact with guests to add a personal touch within the set rules.
· Employ appreciative inquiries to celebrate achievements and improve the culture of service among managers. 
· Persuade guests to provide continual feedback so the services can change right away.
Success Metrics 
· Scores that measure how satisfied and loyal guests are.
· How much is spent on and how profitable experiential packages are.
· Online reputation centered around unique customer experiences.
Financial Considerations
	This costs about £80,000 to £120,000 a year for the first three years. More guests are expected to spend more and being unique will likely result in raising occupancy.
3.5 Recommendation 5: Strengthen Stakeholder and Community Engagement 
Rationale
	Strengthening local stakeholder and communicate engagement enhances corporate and builds customer loyalty (Limani et al. 2024).  Local relationships help Hilton’s reputation, keep customers loyal and support its social responsibilities. 
Implementation
· Purchasing locally decreases the organisation’s environmental impact and aids the community’s economic growth. 
· Participate in and finance local community activities.
· Regularly release reports about the company’s sustainability and the effects it has on the community.
Change Management
· Include corporate social responsibility goals as part of everyone’s work objectives.
· Make volunteering valuable to employees.
· Let your social media followers know about your achievements with community engagement.
Success Metrics 
· How much of the hospital’s supplies are purchased locally.
· Numbers showing how much employees and community members are involved.
· Understanding the emotions people have toward the brand.
Costs and Benefits  
	CSR projects spend about £30,000/year to build long-lasting relations and goodwill in the community and among customers.
3.6 Monitoring, Review, and Continuous Improvement
	For strategies to be effectively applied at Hilton Cardiff, a Change Management Office should be made or alternatively, a Change Manager should be chosen to supervise each part of the process. The role will act as a coordinator, deal with any issues and support efforts to meet the company’s strategic goals. Using balanced scorecards is recommended to manage performance effectively by including measures of finances, operations, customers and employees. Furthermore, progress should be reviewed periodically, with the main stakeholders being involved to review the success, gather opinions and see if there are any new problems. Ongoing review of data will help Hilton Cardiff make better decisions and encourage improvement, so the hotel can keep succeeding over the long term. 
3.7 Cost Summary
Table 5: Cost Summary Table
	Recommendation
	Initial Cost (£)
	Annual Cost (£)
	Benefits

	Energy & Sustainability
	150,000 - 250,000
	20,000
	15-25% cost reduction; brand enhancement

	Digital Transformation
	200,000 - 400,000
	30,000
	Revenue growth; operational efficiency

	Workforce Engagement
	50,000 - 70,000
	100,000
	Reduced turnover; improved service

	Experiential Services
	80,000 - 120,000
	80,000
	Higher guests spend; market differentiation

	Community Engagement
	10,000 - 15,000
	30,000
	Brand goodwill; local support





4. Action Plan 
Table 6: Action Plan for Hilton
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget (£)

	1
	Rising operational costs due to high energy consumption and waste
	Conduct detailed energy audit; install LED lighting, smart HVAC systems, water-saving fixtures; integrate renewable energy sources like solar panels; launch waste reduction initiatives
	Achieve 20-25% reduction in energy and water costs; decrease carbon footprint; enhance hotel’s green credentials to attract eco-conscious guests
	3 months for audit and planning; 9 months for implementation and staff training
	June 2026
	£200,000 (infrastructure upgrades, audit fees, staff training)

	2
	Outdated digital infrastructure causing inefficient guest experiences and operational delays
	Upgrade property management system; implement mobile check-in/out and digital room keys; install smart room controls; use AI for personalized guest marketing and service; train staff in new tech
	Shorten check-in times by 30%; increase guest satisfaction scores; boost direct bookings through personalized marketing; reduce manual workloads
	6 months for procurement and system integration; 12 months for full rollout and staff training
	December 2026
	£350,000 (hardware/software, vendor support, training)

	3
	High staff turnover, low engagement, and resistance to change
	Introducing competitive salary and benefits review; implementing career development programs; launch employee wellness and recognition schemes; establish open communication channels
	Reduce turnover by 15%; increase employee engagement scores; improve overall service quality and guest feedback; foster a culture of continuous improvement
	2 months for policy development; 7 months for phased implementation and monitoring
	March 2026
	£100,000 (training, wellness initiatives, incentive programs)

	4
	Homogeneous guest offerings resulting in market share loss
	Partner with local artists, cultural organization’s for events; develop personalized wellness packages; offer customisable room and dining experiences based on guest data
	Increase guest satisfaction scores by 10%; attract new market segments; increase ancillary revenue through experience sales
	3 months for partnership development; 9 months for rollout and marketing campaigns
	June 2026
	£100,000 (partnership costs, marketing, staff training)

	5
	Weak local community engagement limiting CSR impact and brand goodwill
	Prioritize local suppliers; sponsor community events; encourage staff volunteerism; publish transparent CSR reports to guests and stakeholders
	Enhance brand reputation locally; improve customer loyalty; foster stronger community relations; align with global CSR goals
	1 month for planning; 8 months for implementation and reporting
	March 2026
	£30,000 (community programs, local sourcing, reporting tools)


 
5. Conclusion 
The consultancy report has widely studied the complex issues currently facing Hilton Cardiff, an upscale hotel in the global Hilton Hotels & Resorts chain. The study identified key operating pressures from increasing energy and labour prices, increasing competition from boutique hotels and alternative accommodation, changing customer expectations especially in technology and sustainability, and internal labour issues such as staff turnover and reluctance to change. These interrelated issues have had a profound effect on Hilton Cardiff's profitability, operational effectiveness, and competitive positioning in the ever-changing Cardiff hospitality industry. Based on the systematic use of strategic tools like STEEPLED, SWOT, and TOWS, this report has given an in-depth perspective on both Hilton Cardiff's internal strengths and weaknesses and the external environmental issues driving the performance of the hotel. The lessons learned reinforce the imperative for Hilton Cardiff to pursue transformational change programs that not only remove short-term operational inefficiencies but also position the hotel for sustainable long-term development. Significantly, the report acknowledges the crucial importance of stakeholder engagement and organisational culture as enablers of such transformation, stressing that achievement rests as much on people and processes as on environmental and technological investments.
To address these issues, the report suggests a chain of focused recommendations to increase Hilton Cardiff's overall resilience and market competitiveness. Foremost among these is the introduction of an aggressive energy efficiency and sustainability plan that can decrease operating expenses and harmonise with increasing consumer demands for sustainable travel. In addition, the report calls for a wide-ranging digital transformation plan to upgrade guest-facing technology and back-end systems to enhance service quality and operational responsiveness. Workforce retention and engagement plans have been suggested to counteract labour shortages and enhance staff morale, with a culture open to change and ongoing improvement. Differentiation through tailored and experiential guest propositions is also key to reversing competitive pressures and seizing new market segments. Last but not least, reviving community and stakeholder relations through improved CSR efforts will reinforce Hilton Cardiff's reputation and local goodwill. All the recommendations are followed by comprehensive implementation plans, change management strategies, and quantifiable success metrics to ensure smooth execution and ongoing monitoring. The holistic nature of these recommendations guarantees that they solve the complexity of Hilton Cardiff's current situation while making the hotel a future-proof leader in hospitality greatness.
The Innovare Consultancy team would like to extend its sincere gratitude to Hilton Cardiff for the privilege of working on this important project. It has been a pleasure working with the management and staff of the hotel, gaining further insights into the operational realities and ambitions that characterize Hilton Cardiff's distinctive position in the market. We are confident that, through the strategic recommendations set out in this report, Hilton Cardiff will not only overcome its current difficulties but also unlock new potential for innovation and excellence in hospitality service delivery. We believe that the changes mooted will allow Hilton Cardiff to improve guest satisfaction, enhance operational efficiency, and strengthen its competitive edge in a fast-changing marketplace. The report looks forward to the opportunity to continue to serve Hilton Cardiff as it undertakes this transformational journey. The experience has reaffirmed our dedication to delivering client-centred, evidence-based consultancy solutions meeting the varied needs of dynamic organisations in the hospitality industry. 
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