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Executive Summary
The report has presented the analysis by considering the Britannia International Hotel London, which has highlighted the concerns about serious fire safety flaws in the hotel, especially regarding issues with fire doors, the fire escape, and broken hatches to the laundry chute. The fact that the London Fire Brigade issued an enforcement notice has indicated the fire safety issues were serious and required immediate attention. The hotel has been harbouring problems with overall cleanliness and maintenance. There have been negative customer reviews, which have pointed out dirty and poorly maintained rooms. Thus, it has suggested a significant lapse in the hotel’s standards of cleanliness and upkeep. The company has been forced to lay off nearly a third of its workforce indicating a reduction in workforce. 
It has been found that post-Brexit changes in immigration policies and trade agreements have influenced the hospitality industry. The launch of the Tourism Recovery Plan in June 2021 has indicated that the UK government has recognised the challenges faced by the UK hospitality industry, particularly in the aftermath of the Covid-19 pandemic. The UK hospitality industry has been gravely affected by the 41-year high of 11.1% annual inflation rate in October 2022, which has indicated a significant economic challenge. There have been many hotels including Britannia Hotels where they had to fire employees. This suggests the harsh economic impact of the pandemic on the industry. The pandemic has brought about significant changes in consumer spending patterns where travellers are willing to invest in safer and more hygienic travel experiences. This seemed to have induced an impact on the pricing strategies and offerings of hotels. In correspondence to technological factors, there is a big opportunity for the hotel industry owing to the surge in the use of contactless check-ins and checkouts. This has highlighted the industry’s adaptability and responsiveness to evolving customer expectations.
In consideration of the legal changes such as travel, restrictions imposed by the UK government have had an impact on both international staff and guests. The UK’s Environment Bill and the introduction of EPR schemes have highlighted a dramatic shift toward greater environmental responsibility in the hospitality industry. It indeed presents an opportunity for UK hotels to differentiate themselves by embracing more sustainable practices. The SWOT analysis has indicated that the Britannia International Hotel London offers good connectivity to public transportation owing to its prime location. The hotel boasts a variety of rooms equipped with modern amenities at a competitive cost of £58 per night. However, the hotel needs to address its operational issues, as the hotel has received complaints about broken fixtures. It needs to improve its customer satisfaction ratings such that it remains competitive. There is a certain need to be mindful of the changing consumer preferences and be equipped to adapt its offerings accordingly.
There is an opportunity for the hotel to embark on a comprehensive rebranding effort to produce a fresh and positive image. The TWOS analysis has provided actionable strategies for Britannia International Hotel London. The hotel can understand the target audience and incorporate core values, mission, and personality into the brand. From the concept of minimising threats through strengths, the company can introduce a loyalty program that can improve customer retention and satisfaction. This is indeed a good scope of differentiating the hotel from competitors. At the same time, the hotel can address economic downturns by developing a financial resilience plan. It can be stated that Britannia International Hotel London is facing a critical juncture where strategic decisions can significantly affect its future. It has highlighted the hotel’s need towards continuous adaptation to industry trends and changing consumer preferences. This will be crucial for long-term success and competitiveness in the dynamic hospitality landscape.
Horizon Solutions Consultants has determined several key recommendations as a mitigation measure for the issues that the Britannia International Hotel London is currently facing. These recommendations are achieving strong fire safety measures, high cleaning and experience standards for the guests, the restructuring financial segment of the hotel improving its reputation through marketing strategies and developing sustainability-focused marketing. These recommendations form the basis, on which the approach and planning of the development of the hotel lie, as it will ensure great results for the business of the hotel and improve guest experience, safety, and overall outlook of the business. 
The report identified several key issues that crippled the business of the Britannia International Hotel London and introduced several solutions to the problems in the form of recommendations. It was seen that the issues were identified as safety issues in the fire segment, financial downturns and instability, poor housekeeping standards as compared to the sector and loss of reputation as a business. The action plan developed provided an actionable process that will change the system internally by introducing the changes through fire safety, housekeeping, financial restructuring and development of reputation through effective marketing.
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This is a consultancy report wherein the key purpose of the report is to provide expert analysis, insights, and recommendations on a specific issue or problem faced by the client. In this report, the client is the Britannia International Hotel London, which falls under the Britannia Hotels in London. The report will commence by providing an executive summary, containing all the key findings and solutions to the issue faced by the hotel. The background information of the hotel will be provided along with highlighting the issues of the hotel. A comprehensive analysis will be undertaken that will help to identify the cause and impact on the hotel. This will followed by recommendations and an action plan to deliver the hotel a scope of betterment in future. 
It has been found that the Britannia International Hotel London has been under the problem of facing serious fire safety flaws. According to Baker (2022), the discovery of serious fire safety flaws in this hotel seems to pose several significant problems and challenges for the establishment. It can be stated that these issues can lead to wide-ranging consequences. This is indeed affecting the hotel’s reputation, legal compliance, guest safety, and overall business operations. It has been further found that the hotel has come across a significant decline in bookings and occupancy rates, which has resulted into reduction in their staff leading to job loss at the height of the COVID-19 pandemic. There have been poor customer ratings against the hotel, which has had serious implications for the establishment’s reputation and business.
The Britannia International Hotel London is a 3-star hotel located in London’s Canary Wharf district, which was first built in 1982. The hotel is owned by Britannia Hotels, which is a well-known British hotel chain that owns over 60 hotels in the UK. The hotel has been undergoing several renovations since then. The hotel is located at 22 Cornhill, London and it is a 5-minute walk from Canary Wharf Underground Station (Travel Weekly, 2023). The hotel has been harbouring a variety of rooms to choose from, which consists of single rooms, double rooms, and suites. Single rooms possess a size of 15 square meters, while double rooms are mostly around 20 square meters and the suites are 30 square meters. It has been found that some rooms have views of the city and the River Thames. 
The consultancy firm is a new start-up firm Horizon Solutions Consultants that is dedicated to providing strategic solutions to businesses across various industries. It was first established in 2021 and the company has been growing since then becoming a trusted advisor for companies seeking help amidst the complexities of today’s business landscape.
In the course of addressing the identified problems of the Britannia International Hotel London, the PESTLE framework will be utilised initially for undertaking a thorough examination of the external macro-environmental factors affecting this hotel’s business. As mentioned by Maity et al. (2023), the six factors highlighting political, economic, social, technological, environmental, and leg will help to identify the positive and negative impacts influenced by external forces. This will allow the consultancy to derive a strategic understanding of the broader context, in which the hotel operates. SWOT analysis will be carried out that will focus on the Britannia International Hotel’s internal strengths and weaknesses along with defining the external opportunities and threats. Thus, this framework will help in understanding the current state of the organisation and its competitive position. This will be followed by TWOS analysis, which will be built on the insights drawn from the SWOT analysis, which will focus on the formulation of strategic alternatives (Maity et al., 2023). This will aid in designing a roadmap for strategic planning and implementation.
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It has been found that the Britannia International Hotel London was handed an enforcement notice by the London Fire Brigade in April for its serious fire safety flaws. It has signified that there were concerns about the hotel’s compliance with fire safety regulations. As outlined by Baker (2022), the issues can be closely identified relating to fire doors, as the majority of the fire doors are not functioning properly, and these doors are intended to prevent fire from spreading. It was further discovered that the fire escape was malfunctioning, as there would be no way out if the fire escape route itself was blocked or filled with smoke. Alongside this, there were broken hatches to the laundry chute, which indicated that fire starting in the laundry room had a huge probability of spreading throughout the hotel.
According to Hudspith (2023), it has been found that the hotel has been receiving negative customer reviews and the hotel has been losing its reputation at an extensive rate. The investigation of the customers’ accounts revealed their rooms were dirty and poorly maintained, with prolonged issues such as stained carpets, dirty bedding and mouldy bathrooms. 
As determined by Robinson and Dye (2022), it has been found that Britannia Hotels let go of nearly a third of its workforce for a loss of nearly £10 million. This has influenced the Britannia International Hotel London and this has made the company cut jobs for compensating their losses. This is indeed a sign of desperation and it is still unknown whether the hotel will be able to address the issues. The hotel has been struggling for years, and the Covid-19 pandemic has only made things worse. 
[bookmark: _Toc151116962]PESTLE Analysis
[image: https://lh7-us.googleusercontent.com/DEN2lnpQ6MCsY9EeeemFX6f5F6GiSPGDBp5jlMZYBzQB5JpRcHyVy80kbBGcKXWh1WMLE-z0aORPBQXQ3ebWQMQ-MLZ1hdQaieKda-37SadgeiFMIu0x9NlrOcZnxnsNbaWy7O71lE2MgAlmw-nZ_oE]
Figure 1: Rise in Inflation 
(Source: UK Parliament, 2023)
	Factors
	Analysis
	Impact

	Political
	The impact of Brexit can be considered crucial for the UK hospitality industry, as there have been changes in immigration policies and trade agreements that have affected visitor travel. There have been stringent Brexit border controls that have created an additional barrier to recovering demand from the EU, which accounts for over half of our tourism industry (Hotel Analyst, 2020). There have been certain changes in the UK tourism policies since the Covid-19 attack and this has affected the hospitality industry. For instance, in June 2021 the UK government launched the Tourism Recovery Plan to assist the industry in becoming better and recovering from the Covid-19 pandemic (OECD, 2022).
	This factor can be considered both a threat and an opportunity for the UK hotel industry.

	Economic
	It can be stated that rising inflation seems to increase the operational costs for the hotels from wages to supply costs. October 2022 saw a 41-year high of 11.1% annual rate of inflation before it began to decline (UK Parliament, 2023). From the above image, it is visible that there is a tremendous increase in inflation within the year 2021-2023 suggesting a pressure created on hotel profitability and may lead to price increases for accommodations, potentially affecting consumer demand. 
According to Ramuni (2021), the COVID-19 attack has put almost 1,650,000 people in the industry on furlough and by the end of May 2021, which number had dropped to slightly under 590,000, which amounts to 25% of the workforce being furloughed. This has made hotels sack employees across the UK of the grave results of the COVID-19 attack. For instance, Jones (2020) remarked that many employees of the Britannia Hotels were fired and made homeless. Multiple workers came from different hotels to corroborate the allegations.
	This factor can be considered a major threat that has been negatively affecting the hotel industry.

	Social
	In the view of Canhoto and Wei (2021), the pandemic has elevated the travellers’ focus on health and safety protocols where the hotels have been required to implement and maintain rigorous hygiene measures, provide clear communication about their safety procedures, and adapt their facilities and services to ensure social distancing and minimise contact risks (Shin and Kang, 2020). There have been significant changes in consumer spending and travellers have been increasingly concerned about the environmental impact of their travel choices. 
According to Ribeiro et al. (2023), Gen Z is mostly an eco-conscious generation and results have revealed that positive attitudes and pro-environmental travel behaviour are greatly influenced by positive attitudes and a willingness to make sacrifices. The task of encouraging tourism participation has turned out to be quite difficult. Pro-environmental travel practices accompanied by favourable attitudes about the environment are more common among Gen Z who place a high value on green consumption.
	This factor can be considered an opportunity for the hotel industry to increase its profit by meeting consumer needs.

	Technological
	After the pandemic attack, there have been certain technological interventions within the UK hospitality industry such as a surge in the use of contactless check-ins and checkouts to minimise physical contact. According to Kilburn (2020), the Technological Innovations Group (TIG) has been a major contributor to the BLOC hotels’ development and execution of new "touchless" hotel technology. There has been implementation of mobile key technology for room access through smartphones. There has been a constant growth of online booking platforms and mobile apps, which has highlighted the incorporation of artificial intelligence (AI), and machine learning for personalised booking recommendations.
	These types of developments can be considered a good opportunity for the hotel industry to thrive in future.

	Legal
	It has been found that there have been new legal challenges and regulatory changes within the UK hospitality industry recently after the pandemic attack. As mentioned by Creed and Dixon (2020), it has been found that hotels had to navigate complex employment laws and regulations related to furlough schemes, redundancies, and employee safety during the pandemic. This has gravely affected the hospitality industry, as the majority of the employees are required to serve by working in hotels or restaurants. There was a certain reduction in workforce strength due to these changes and the hotels are now required to operate in such a way that they comply with health and safety measures to protect the well-being of hotel staff. There were travel restrictions imposed by the UK government affecting international staff and guests.
	This factor seems to have affected the hotel industry, and it is considered a threat.

	Environmental
	The UK’s new Environment Bill in November 2021 is expected to have a significant impact on the hospitality industry, particularly in the areas of waste management and resource efficiency (Tidy Planet, 2021). There has been a new introduction of EPR schemes, which required the financial responsibility for the end-of-life management of packaging on producers, rather than local authorities. This is likely to increase the costs for hotels that use disposable packaging (Tidy Planet, 2021). This new development has helped in raising awareness of environmental issues and encouraging UK hotels to adopt more sustainable practices. Thus, it can be stated that hotels, that demonstrate their commitment to sustainability, have the prospect of gaining a competitive advantage in the years to come.
	This factor can be considered an opportunity for the UK hotel industry to comply with the rules and make efforts to improve their brand value.


Table 1: PESTLE Analysis
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	SWOT-TWOS
	External Opportunities (O)
· The hotel has a scope to undertake a comprehensive rebranding effort to create a fresh and positive image. 
· As mentioned by Abdou et al. (2020), there are opportunities to implement and promote environmentally sustainable practices.
· It can be stated that there is a vast opportunity in digital marketing expansion wherein focus can be given to digital marketing and online presence to reach a wider audience. 
· The act of introducing new services or packages to attract a broader range of customers would be a good idea, which will remark the diversification of services in the present business scenario of the UK hospitality industry. 
	External Threats (T)
· Britannia International Hotel London’s biggest threat is competition from larger chains, which have extensive resources and popular brand image. For instance, Premier Inn in the UK was rated highly for its cleanliness, value for money and bed comfort (Bell, 2023).
· Covid-19 has left the company with serious downturns accompanied by economic recessions in travel and tourism. It has caused the company to make losses and decrease the workforce strength as well.
· Changing consumer preferences has made the company vulnerable and they are unable to keep up with the pace.

	Internal Strengths (S)
· The key strength of Britannia International Hotel London is its location, which shares a good connection to public transportation, with access to the London Underground (Tube) and Docklands Light Railway (DLR) (LinkedIn, 2020).
· The hotel has a variety of rooms, which are well equipped with modern amenities, including en suite bathrooms, air conditioning, and flat-screen TVs.
· This hotel offers rich décor and services at good value for money with an average cost of £58 per night, especially considering its location and amenities (LinkedIn, 2020). 
· It has been found that the hotel has come across an increase in profit as a remarkable 300% increase in sales has been reported from the hotel chain (The Caterer, 2023). This suggests that the hotel has experienced substantial growth in its revenue.
	S-O Strategies
· The hotel must conduct thorough market research by understanding the target audience (Ernawati et al., 2022). 
· They can aim to define a clear and consistent brand identity that encompasses the hotel’s core values, mission, and personality.
	S-T Strategies
· The hotel must aim to promote and emphasise the unique features of the hotel’s rooms in marketing campaigns to differentiate the hotel from competitors (Sánchez-Pérez et al., 2020). 
· The act of introducing a loyalty program that rewards frequent guests with exclusive benefits, discounts, or room upgrades might be a good approach.

	Internal Weaknesses (W)
· The hotel has received poor satisfaction scores and has become one of the lowest-rated chains. 
· It has received criticism for tired-looking rooms and poor value for money, as the hotel chain Britannia was slammed for its dirty rooms and poor service. This has highlighted operational weaknesses (Sky News, 2020).
· The company is facing economic downturns, as there is a poor workforce and the properties of the hotel are often in a state of despair. There have been numerous complaints from guests about broken fixtures, peeling paint, and stained carpets.
	W-O Strategies
· The hotel can launch marketing campaigns that highlight the hotel’s commitment to sustainability. As mentioned by Rawashdeh and Al-Ababneh (2021), there must be a display of eco-friendly practices to attract environmentally conscious guests. 
· Eco-friendly amenities in rooms, such as reusable toiletry containers can be offered to appeal to guests seeking green accommodations.
	W-T Strategies
· It is advisable to form partnerships with other businesses in the local community that will help in creating joint promotions or packages (Garrido-Moreno et al., 2021). These types of collaborations can expand the hotel’s reach and provide additional value to guests. 
· The hotel can generate a financial resilience plan that includes cash flow management and contingency funds for economic downturns.


Table 2: SWOT-TWOS Analysis
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Develop fire safety systems: The Britannia International Hotel London faces critical challenges that require immediate attention across multiple fronts. First, an urgent fire safety overhaul is needed for the Britannia International Hotel London. Connor (2021) noted that around $100 million is lost each year by hotels due to a lack of fire safety. Hence, a comprehensive assessment is needed to understand the key issues and repairing fire safety systems including fire doors, escape routes, and laundry chute hatches is essential. Along with that, regular inspections and strict maintenance protocols should be conducted to ensure strict compliance with fire safety regulations (Nwaichi et al., 2023). Staff training programs focusing on fire safety procedures and emergency protocols are critical for the company to take on, as it will develop fire safety in a much more integrated way (Giousmpasoglou et al., 2021). This will allow the employees to bear the necessary knowledge and make them prepared to handle emergencies, which will improve the hotel's ability to ensure guest safety and regulatory adherence.
Enhance housekeeping standards: Enhancing housekeeping and maintenance standards is crucial to improving guest satisfaction for Britannia International Hotel London. Improving the housekeeping procedures to ensure meticulous cleanliness and maintenance of rooms to high standards is essential. Peppelman (2023) stated that achieving good housekeeping measures is critical for the success of the hotel. The establishment of robust quality control measures, coupled with regular inspections and continuous staff training on maintaining higher levels of hygiene standards, will contribute to elevating guest experiences (Lugosi, 2019). A major improvement is handling guest complaints in a prompt manner, which will offer appropriate compensation or resolutions. This will play a critical role in fostering improved customer satisfaction and loyalty.
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Figure 2: UK Hotel sector market size
(Source: Statista, 2023)
Perform financial reassessment: Conducting a comprehensive financial reassessment and restructuring efforts is needed for the hotel's financial stability. A thorough financial audit for identifying areas for cost reduction and operational efficiency is essential, as it will allow the hotel to sustain its business operations. As seen on Statista (2023), the UK market size is 19.76 billion GBP in 2023. Exploring innovative strategies, such as alternative revenue streams or revised pricing strategies will help in tackling any type of losses. Alternative staffing solutions such as cross-training or flexible work arrangements can optimise workforce efficiency without compromising service quality. According to Miller (2023), after solving the crisis of low staffing, many hotels have seen a rise in guest satisfaction in their hotels. These measures aim to improve the hotel's financial health. It will also make sure the hotel remains financially balanced.
Conduct reputation building: Effective reputation building and customer experience enhancement strategies are a must-needed aspect for the hotel. The hotel should take a proactive approach to address negative reviews and market the sustainability approach of the hotel. According to Mullen (2019), 31% of guests in the hotels are dissatisfied with the service delays. Investing in guest experience improvements through staff training for exceptional customer service can ensure great results. Along with that, enhancing amenities by understanding through market research is critical. The positive feedback can then be obtained through programs that target the guests, which will lead to more satisfied guests (Wu and Gao, 2019). This will contribute significantly to enhancing the hotel's online reputation. 
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Unfreeze: This initial phase is called the unfreezing step, in this step, the organisation prepares for the up-and-coming changes by changing existing practices, releasing resources, and preparing for the up-and-coming changes (Noordzife, 2014). This means it involves preparing the organisation for change by unfreezing existing practices and mindsets (Baum, 2019). In this scenario, the hotel's leadership will play a critical role in acknowledging the need for change and communicating the urgency and rationale behind the proposed measures. This means that there should be engagement with stakeholders, such as department heads, staff and key decision-makers, to create awareness about the critical issues faced by the hotel (Burnes, 2014). EHL (2023) argues that Transformational leadership is paving the way for the better development of the hospitality sector. This is why they are best suited to creating a sense of urgency and aligning everyone with the necessity of change, the leadership or administration of the Britannia Hotel International London will act rapidly (Mariani and Borghi, 2021). The possible line of engagement for the employees is through open communication and sharing insights about the challenges faced by the hotel, which can solidify the process and create a broader understanding of the need for change that applies to everyone.
Change: After the completion of the unfreezing step, the need for change is established for all of the stakeholders (Buttrick, 2009). Then, the implementation phase begins, which is also known as the change step. In this step, the process involves rolling out the measures and changes in a structured manner. In this scenario, a dedicated cross-functional team comprising experts from fire safety, housekeeping, finance, and guest services will be highly important (Alonso et al., 2020). Clear roles and responsibilities will be assigned and a detailed plan with clear implementation strategies will be initiated by the hotel. The fire safety overhaul, housekeeping improvements, financial reassessment, and reputation-building strategies will be executed following a well-defined timeline. This can lead to potential distress to the employees, as they are not expecting for a hike in working hours or shifts, which is why reward programs should be launched for seamless transitions (Smart et al., 2021). Training programs for staff on fire safety procedures, housekeeping standards and customer service enhancements will be conducted to allow the employees to transition to the changes effectively.
Refreeze: After the changes have been conducted, the refreezing step is done, which involves freezing or institutionalising the changes and ensuring that they become the normal protocol for the future (Leta and Chan, 2021). To make sure the changes remain stable, the hotel should conduct continuous monitoring, evaluation and feedback mechanisms will be established to gauge the effectiveness of implemented measures (Buhalis and Sinarta, 2019). There can be meetings that involve key stakeholders, who will assess progress by utilising different KPIs and identify areas needing improvement (Elkhwesky et al., 2022). Successful initiatives will be rewarded based on feedback and evolving needs. Recognition of achievements such as rewarding the employees during the change process will reinforce intended behaviours and outcomes (Whittington et al., 2020). After this phase has been rolled out, the successful implementation of these measures will be integrated into the hotel's operations, which will make sure that the changes are permanent.
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Fire safety measurement: The impact on fire safety compliance will be measured through regular audits and inspections conducted by certified fire safety experts (Hanapi et al., 2020). They will be able to determine whether the changes such as the safety of fire doors, escape systems, fire extinguishing facilities and hatches are adequately developed for Britannia International Hotel London. These metrics for performance can be the functionality of fire doors, the efficiency of fire escape routes and the condition of safety equipment (Sun et al., 2020). This assessment will help tremendously to compare the hotel with established safety standards and regulations. Alongside this, the utilisation of fire drills and the level of staff adherence to emergency procedures will also serve as indicators of improved fire safety readiness (Tsai et al., 2020). To tackle this issue, an agile approach to strategies will be applied based on feedback, as it will be integral to the continuous improvement process (Ciric et al., 2019).
Customer satisfaction measurement: Customer satisfaction and perception will be measured through guest feedback mechanisms (Hussain and Khanna, 2019). Guest feedback is a critical metric that can deliver the necessary information to the hotel’s management. This information can include surveys upon checkout, online review services and direct channels of communication for guests to express their experiences (Buhalis et al., 2022). Metrics that will be in use are overall satisfaction scores, cleanliness ratings and comments on room conditions, as those will provide insights into whether the housekeeping changes have successfully taken place in the hotel and whether it has positively affected guest satisfaction levels.
Financial performance measurement: Financial performance metrics are another critical aspect for assessing the success of restructuring efforts (Murimi et al., 2021). These will contain metrics such as revenue growth, cost reductions and the hotel's overall profitability that is being observed (Kalra et al., 2020). A comparative analysis of financial statements before and after the implementation of the recommended strategy will highlight the effectiveness of these measures and the hotel's financial recovery, if any. Regular meetings and reviews involving key stakeholders is a much-needed aspect in this regard, as it will guarantee good outcome while measuring the metrics (Alexakis and Jiang, 2019). These meetings will discuss the progress made towards achieving good KPIs, assess challenges and identify areas that require further improvement.
Reputation measurement: Reputation management is a critical aspect that will be evaluated through online reputation monitoring tools that track the hotel's ratings, reviews and sentiment analysis on various platforms (Tajeddini et al., 2020). These tools will generate reports based on the available data points for the hotel’s online reputation and will compare them to previous insights. Comparing trends in online reputation before and after the implementation of changes will measure the success in restoring the hotel's image and outlook.
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Enhanced fire safety: Improving fire safety measures, such as fixing the malfunctioning fire doors will make sure that the hotel has proper functionality of fire escape routes (Kodur et al., 2020). It will also mitigate fire risks by fixing broken hatches in the laundry chute. This will create a safer environment for the guests and staff of the hotel, as per compliance with fire safety regulations (Aigbedo, 2021). The development and enhancement of fire safety measures can prevent potential disasters, safeguard lives, and protect the property from extensive damage in case of a fire emergency and will make the hotel a safe hotel to stay in and experience enjoyment.
Improved guest experience: Implementing improved housekeeping standards and ensuring high levels of room maintenance will elevate the overall guest experience (Longart, 2020). This is a critical factor of guest experience as well-maintained rooms will deliver the necessary standard of experience to the guests and will make them feel valued. Cleaner rooms with well-maintained facilities, such as clean carpets, spotless bedding, and clean bathrooms, will directly contribute to increased guest satisfaction (Franco et al., 2020). This will in turn lead to positive reviews based on the positive experiences that the guests had as a result. These reviews will lead to higher guest retention rates, positive word-of-mouth marketing and improved online reviews, ultimately enhancing the hotel's business.
Financial stability and operational efficiency: Achieving financial stability, restructuring and cost-saving initiatives and strategies will aim to stabilise the hotel's financial position. This will also make the operational costs much more acceptable and will optimise workforce efficiency. Along with that, it will bring new revenue streams that will contribute to improved financial performance (Jones and Comfort, 2020). Reductions in operational expenses while having steady quality can enhance profitability and ensure the hotel's long-term sustainability.
Enhanced reputation: By proactively handling negative reviews and focusing on enhancing guest satisfaction, the hotel will be able to keep and restore its reputation. Positive word-of-mouth marketing from satisfied guests, coupled with improved online ratings and reviews, will contribute to a positive brand image (Huang et al., 2020). A well-managed reputation attracts more guests, improves market competitiveness, and rebuilds trust among potential customers.
Better employee performance and continuous development: Investing in employee training and empowerment can result in higher engagement and improved performance (Hewagama et al., 2019). Well-trained staff equipped with the necessary skills and knowledge is better prepared to deliver the needed levels of customer service. Engaged employees are more likely to contribute positively to the guest experience, leading to increased guest satisfaction and loyalty (Baum et al., 2020). Along with that, mechanisms and a culture of continuous improvement allow the hotel to adapt swiftly to changing market trends and guest preferences.
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	Resources
	Costs (GBP)

	Fire safety systems
	50000

	Maintenance resources such as cleaning supplies
	20000

	Training materials for staff
	10000

	Market research and feedback  tools
	15000

	Marketing expenses
	20000

	Total
	115000


Table 3: Cost Structure
(Source: Self-Created)
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	Number
	Problem
	Solution
	Desired outcome
	Timescale
	Completion date
	Planned Budget (GBP)

	1
	Poor fire safety in the hotel
	Improving fire safety standards throughout the hotel must be done to ensure proper safety is in place. This includes keeping fire safety equipment, fixing the current issues of broken hatches, and creating a safe environment from fire hazards.
	A safe place from fire hazards, a safe environment for the guests and staff alike and an adequate supply of fire equipment is the desired outcome.
	3 months
	15/03/24
	50,000

	2
	Low housekeeping standards
	The staff should be trained adequately and room cleanliness is repeatedly conducted along with frequent inspections to ensure the cleanliness standard is high.
	After conducting the measures and mitigation procedures, the housekeeping department will achieve excellence in providing a core service of clean rooms and hygienic places across the board, which will drastically improve the guest experience about this hotel and improve the public outlook of this hotel.
	4 months
	15/04/24
	20,000

	3
	The hotel is facing high financial downturns.
	To solve the issue of financial downturns and employee reduction, the hotel needs to rethink and restructure its financial aspects. The change in the financial segment will yield greater quality results for the hotel’s shareholders.
	After restructuring is done for the financial aspect of the hotel, the hotel would be performing through the timeline in a much smoother way, as it will not have to depend on staff reduction as a cost-cutting measure to save the financial balance. The better yield from the hotel’s earnings will ensure that the hotel does not incur losses in the future.
	6 months
	15/06/24
	10,000

	4
	There is a loss of reputation for the hotel’s business.
	To achieve a high reputation, the hotel needs to focus on marketing its assets and qualities to potential customers. The marketing segment should be thoroughly conducted to make sure the key ideas are reached by every side of the customer segment and the customer targeting is efficient and appropriate. The hotel needs to address the sustainability solutions it provides as a strong point in its marketing plan to make sure the eco-friendly aspects are highlighted.
	This will lead to a higher level of reputation and outlook for the hotel from the public and potential customers. The customers will be aware of the high quality and positive approach that the hotel takes and the facilities that the hotel has. It will lead to better outcomes in the customer surveys and online ratings, which would change the landscape of the hotel drastically and make it perform competitively in the market.
	8 months
	15/08/24
	25,000


Table 4: Action Plan
(Source: Self-Created)
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Horizon Solutions Consultants acknowledges heartfelt gratitude towards the Britannia International Hotel London for this opportunity to collaborate and provide solutions to their problems for the benefit of the hotel. In this report, the crucial aspects of the hotel’s improvement in regard to the existing losses in financial, reputation and several other aspects have been analysed to find potential solutions to the problems as an action plan. The plan in this report has guided the Britannia International Hotel London in achieving excellence and high-quality outcomes. Britannia International Hotel London is facing a major issue of fire safety throughout the hotel. It was observed that the hotel was notified in an enforcing way by the London Fire Department to take actions that immediately mitigate these issues. The cleanliness aspect of the hotel is suffering tremendously, and the lack of cleanliness is leading to a negative outlook for the hotel to the public.
It highlighted the losses that happened financially led to the hotel cutting off a third of its workforce to survive the competition and move forward. It was observed that the hotel should solve these problems immediately if they have to survive in the post-Brexit scenario, where different regulations and trade agreements have affected the sector. The travellers want hygienic experiences along with higher quality amenities that suit their lifestyle. It was found that the hotel should focus on improving one aspect at a time by following the key aspects of the recommendations that suit them. The hotel needs to address the fire safety measures by inducing changes in its approach towards fire safety. It was highlighted that this procedure includes keeping the equipment at an adequate level all of the time, training the staff for the upcoming fire drills, taking actions to fix the broken hatches, and also making sure every possible fire exit and system is in working condition. Repeated staff training and room cleaning inspections should be conducted periodically to ensure the best possible outcome for the housekeeping department. 
It was noted that this would ensure the highest standard of cleanliness throughout the hotel at all times. Restructuring the financial situation of the hotel is necessary for the best possible outcome of the hotel’s situation and the loss of staff as happened in Britannia International Hotel London. It was highlighted that the hotel needs to secure its position in the market by observing the market through tools that create insights into consumer preferences and use the data to enhance the marketing efforts related to sustainability promotions and eco-friendliness in the hotel’s business. Overall, the mitigation measures highlight the critical aspects that Britannia International Hotel London needs to stand out in the competitive market and excel as per the recommendations and the action plan provided in the report.
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