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[bookmark: _Toc200732366]Executive Summary
The following consultancy report is the analysis and a series of strategic recommendations regarding Hilton London Bankside, a luxury hotel that works under the Hilton brand, which is known worldwide. The hotel, in the central location of London, has maintained a good record of guest satisfaction and brand loyalty. 
Issue Definition and Situation
Hilton London Bankside is today experiencing such a major change in employee expectations, workforce engagement, and retention. Burnout and staff disengagement, disparities in service quality and internal communication breakdowns are exacerbated in the aftermath of COVID-19 (Ununger, 2021). Based on employee responses and performance indicators, it can be concluded that the unsystematic nature of career advancement and poor mental health resources are major factors that led to an increase in turnover rates. 
Research and Analytical Approach
The report uses a mix of internal data analysis, industry comparison, and analytical models such as STEEPLED, SWOT, and TOWS analyses to diagnose the root causes of the problem (Escalona et al. 2022). The STEEPLED analysis examined the external environment that affected the hotel operations, such as the sociocultural changes, legal changes after the Brexit vote and economic inflation. The SWOT analysis helped to discover the internal capabilities of the Hilton London Bankside, including brand equity and customer loyalty, and internal underperformance, including high turnover and communication gaps (Hilton, 2025). Strategic alignments were then developed on the internal weaknesses and the external opportunities and threats using the TOWS matrix. These findings defined the basis on which specific recommendations were formulated and change management plans.
Summary of Key Recommendations
Four key strategic recommendations are made based on the findings to fix the identified issues. First, the hotel ought to implement a fully digitalised HR solution like Workday, Oracle HCM, or BambooHR. Such a platform will help consolidate functions, such as scheduling, employee feedback, performance reviews, training, and well-being monitoring. Second, Hilton London Bankside ought to open a career progression and leadership development academy within the organisation (Dang, 2023). This programme will constitute formalised promotion channels, mentoring programmes and training courses that will inspire employees and provide a pool of prospective leaders. Third, it is suggested to redesign the structure of mental health and well-being, which would include frequent check-ins, access to trained counsellors, an opportunity to choose flexible schedules, and wellness workshops. 
Change and Implementation Management
Every recommendation is backed by an implementation timeline and a proper change management framework to facilitate easy implementation. The digital HR will be rolled out in three stages which are assessment and vendor selection, pilot in a department, and the complete rollout, including training (Hrabenko and Chen, 2023). This change will be facilitated using the 8-Step Change Model by Kotter, which will create a sense of urgency, change coalitions, and short-term wins. The leadership academy will pursue the Three-Stage Model (Unfreeze-Change-Refreeze) developed by Lewin, and it will consider the input of the staff in the design phase as well as enforce the changes with recognition schemes (Rantamäki, 2025). The well-being framework would be deployed in the form of the ADKAR model, which involves the establishment of awareness, desire, and reinforcement by means of internal campaigns and a feedback loop. 
Performance Measurement and Evaluation
In order to measure the effectiveness of these strategies, the report suggests an extensive evaluation system through key performance indicators (KPIs). The employee satisfaction scores, the rate of usage of HR systems, the rate of internal promotions, the uptake of wellness programmes, and the consistency of service delivery will be measured over 12 months (Ishaq, 2025). Financial and operational impact will also be measured by guest Commentary, turnover rates of the staff and a decrease in the cost of casual labour. 
Financial investment and Resource planning
The estimated financial outlay towards implementation is at £195,000, which is in tandem with the size and earnings prospects of Hilton London Bankside. The breakdown involves an initial investment of £70,000 in the HR system with an annual maintenance cost of £15,000, £45,000 yearly leadership academy, £30,000 yearly mental health support services, and a temporary payroll boost of £50,000 to move towards no casual labour (Noordzife, 2014). The long-term benefits, which are expected to counter these costs, are a reduction in recruitment costs, enhanced service quality, better retention rates and enhanced productivity. 
Strategic Impact and Key Benefits
Key expectations as a result of these interventions are a drastic decrease in staff turnover, an enhanced employer branding, a positive team morale boost and an increase in guest satisfaction. With the help of the latest HR tech and investments in individuals, Hilton London Bankside can present itself as an ethical and progressive employer that takes care of its people (Whittington et al. 2020). 
Final Statement
In this report, a set of recommendations to assist Hilton London Bankside in overcoming the existing HR and operational issues is introduced on the evidence-based, realistic and scalable approach. Every strategy is properly planned to be adaptive to the size of the hotel, its financial capacity, and brand attributes. 
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Hilton London Bankside is a modern five-star hotel located in the very centre of the vibrant South Bank area of London. The hotel was officially opened in 2015 and has already gained popularity as a premier destination for style, comfort, and world-class service. It belongs to the internationally renowned Hilton Hotels & Resorts brand, which boasts more than 7,000 establishments in 123 countries and territories (Hilton, 2025). The Bankside property will have 292 guest rooms with 25 custom-designed suites and a unique penthouse apartment. The hotel offers 13 versatile event rooms, a trendy on-site restaurant (OXBO Bankside) and is located in the heart of London, making it popular among both leisure travelers and business clients, as well as event planners. Its design and service are aimed at providing the same quality that is synonymous with the Hilton brand, but with local flair.
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Figure 1: Hilton London bankside
(Source: Hilton, 2025)
However, regardless of its high-end positioning and brand legacy, Hilton London Bankside is now grappling with an urgent operational challenge: a massive drop in employee engagement and staff retention rates. The post-pandemic recovery has posed challenges to the hospitality workforce management in the UK in the past two years, and Hilton London Bankside is not an exception (Buttrick, 2009). There has been an almost 25 per cent increase in staff turnover since pre-COVID times, and lack of career progression, burnout and lack of consistent internal communication have been cited by exit interviews as some of the major reasons. 
[bookmark: _Toc200732369]Problem Statement
The management of the hotel has recognised the threat of the dwindling employee morale, not only in its service delivery but also in going against the brand promise of the hotel by failing to provide hospitality to all. In London, with its competitive hotel market, where the personalised guest experience and efficient service are key to customer loyalty, these matters may lead to significant financial and reputational outcomes (Ununger, 2021). ProFusion Hospitality Consultants has thus been tasked by the General Manager to conduct an inquiry regarding the root causes of these challenges as well as formulate a strategic action plan that is in line with the global standards of Hilton services, corporate ideals and business objectives.
ProFusion Hospitality Consultants is a niche consultancy firm which partners with some of the best hotels to help them fix their operational inefficiencies, adopt sustainable workforce practices and enhance the overall guest satisfaction by focusing on humanistic practices. Having worked in some of the most successful hotel markets in Europe, the company combines evidence-based analysis with operational hospitality experience (Profusion-group, 2025). Within the framework of this consultancy report, it has been made to evaluate the nature and extent of the internal people-related issues of Hilton London Bankside and a set of practical recommendations on how to improve staff engagement and retention as well as boost the quality of service.
[bookmark: _Toc200732370]Theories and Frameworks
In order to develop a coherent and valid analysis, the report will integrate some of the existing management frameworks. The external macro-environmental factors that the STEEPLED analysis will explore as relevant to the workforce and operations of the hotel will include Social, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic aspects (Himawan and Wening, 2021). It will allow a wider contextualised knowledge, especially with the hospitality industry trying to cope with the post-pandemic new reality, labour changes associated with Brexit, and changing consumer demands. This will be followed by a SWOT analysis in the report in order to help establish the internal strengths and weaknesses of the hotel and external opportunities, threats (Panteleiev, 2023). It will allow summarising the combination of internal HR issues and more global industry pressure and provide an overview of the present strategic position of Hilton London Bankside.
Last but not least, a TOWS matrix will be prepared to recommend any strategic initiative that would utilise the strengths of the hotel to take advantage of the opportunities and overcome the threats and weaknesses (Saleh and Zohry, 2022). The outline will be used to provide a final recommendations section that will give clear, cost-effective and sustainable solutions and a solid change management strategy that will be used to guide implementation. Through the synergy of thorough knowledge of the issues currently faced by the hotel and the industry-leading analysis tools, this report aims to provide a high-impact consultancy report that will assist Hilton London Bankside in its quest to preserve its five-star image and become an exemplary employer in the post-pandemic hospitality market (Xing, 2023).
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At present, Hilton London Bankside faces a severe problem of employee disengagement and rising staff turnover that is profoundly affecting the effective work of the hotel, the quality of its services, and the overall levels of guest satisfaction (Waaje et al. 2025). Workforce problems have escalated as the hospitality industry comes out of the COVID-19 pandemic. The current situation in the UK hospitality industry is characterised by labour shortages, as the vacancies are 30 per cent more than they were before the pandemic (Ukhospitality, 2025). Hilton London Bankside is not an exception to this national trend as it has recorded a 25 per cent rise in the number of staff leaving the organisation voluntarily in the last 18 months. Such staffing problems have resulted in gaps in service delivery, a rise in employee workload, and decreased morale within the various departments, especially the housekeeping, food and beverage, and front desk operations (Omachi and Ajewumi, 2024).
The factors that contribute to this disengagement are complex. According to staff surveys and exit interviews, poor internal communication, lack of career development opportunities, and lack of recognition of employee contributions are evident. A high number of employees complain of being undervalued and overworked, with no mental health or work-life balance support (Hasyim and Bakri, 2025). Also, high tempo atmosphere and use of casual or temporary labour at the hotel have loosened the solidity of teams and uniformity in delivering services. The guest feedback sites like TripAdvisor and Google Reviews have registered a 12 per cent rise in complaints related to inattentive service and long wait times, which reflect a reputation loss that may jeopardise future reservations and income flows (Dharel, 2021).
In addition, there are poor internal feedback loops and few systems to allow frontline staff to raise concerns or make suggestions. A one-way communication approach will not help the management to be at per with the realities on the ground without a proper two-way communication strategy. This disconnection has enabled minor functional inefficiencies to flourish, which end up affecting the guest's stay and brand image (Schwarzenegger and Lohmeier, 2021). As the luxury hotel industry in London is very competitive, with customer loyalty being very difficult to gain and very easy to lose, these human resource issues represent a significant risk to the market performance and the bottom line of Hilton London Bankside. These problems should be addressed with the help of the organised change management plan, improved internal communication, and specific staff development needed to recover the service excellence and employee satisfaction (Maley et al. 2024).
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	Factor
	Key Considerations for Hilton London Bankside

	Social
	Changing workforce expectations, particularly among Gen Z and Millennials, who prioritise flexibility, well-being, and purpose-driven work (Dimokas, 2025). The annual turnover of hotel and other lodging accommodations enterprises in the United Kingdom saw a tremendous rise between the year 2021 and 2022. The hotel sector in 2022 recorded a turnover of about 22.99 billion British pounds, and this represented a 46 per cent growth as compared to the prior year (Statista, 2025).

	Technological
	Reliance on digital guest services (check-in kiosks, mobile keys) requires ongoing staff training (Loukili et al. 2024). Use of HR tech for employee scheduling, feedback, and engagement is underutilised.

	Economic
	Inflation and the cost-of-living crisis in London are pushing employees to seek higher-paying roles (Feist, 2024). Increased operational costs pressure the hotel to manage labour efficiently without overworking staff.

	Environmental
	Expectations around green practices influence guest choices. Pressure on staff to support sustainability goals without proper training or recognition may lead to dissatisfaction (Adeoye et al. 2023).

	Political
	Post-Brexit immigration policies have reduced the pool of available hospitality workers in London. Employment law changes require compliance and adaptability in HR practices (Ezeafulukwe et al. 2024).

	Legal
	Compliance with UK employment law, including the Working Time Directive, affects staff scheduling and workloads (Smith, 2024). Stronger union advocacy in hospitality is reshaping employer responsibilities.

	Ethical
	Increasing focus on fair treatment, inclusivity, and mental health in the workplace. Negative perceptions around exploitative or temporary contracts may damage employer branding (Zambon, 2024).

	Demographic
	London’s diverse workforce requires inclusive HR strategies. An ageing workforce in certain roles creates long-term succession and training challenges (Kurashvili et al. 2023).


Table 1: STEEPLED analysis
(Source: Self-Created)

The STEEPLED analysis reveals the multifaceted exterior setting that affects the level of engagement among the employees and operational consistency at Hilton London Bankside. Socially, a new generation of workforce seeks flexible and substance-filled work, and ethical work practices are under social scrutiny (Ezeafulukwe et al. 2024). Technologically, the fact that the hotel operates on digital guest services, such as mobile check-ins, automated systems, requires frequent training of its staff, but the underutilization of HR technology hinders efficient scheduling and engagement monitoring (Lindström et al. 2024). On the economic front, the cost-of-living crisis and inflation in London are driving employees into higher-paying positions, exacerbating turnover and wage pressure. It is also influenced by environmental factors since guests demand eco-friendly operations, which impose more work on employees without evident rewards or preparation (Smith, 2024).
On the political landscape, the immigration policies initiated because of Brexit have created a shortage of skilled workers in the hospitality industry, pushing recruitment to its limits. Under the legal requirements, the adherence to UK employment legislation, including the Working Time Directive, has implications for scheduling and has caused an increase in workload on HR. On the ethical front, the industry is likely to support mental health, equal treatment, and diversity, where any failure can damage employer branding (Zambon, 2024). Finally, demographic fluctuations, such as an ageing workforce and a diverse workforce, require inclusive and adaptive HR practices to ensure there is succession planning and workforce stability in the long term. A combination of these external factors highlights the necessity of strategic HR change in Hilton London Bankside.
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	Strengths
	Weakness

	· Strong brand reputation under the Hilton international portfolio (Derowitsch et al. 2025)
· Prime central location near major cultural landmarks in London
· High-quality facilities and modern, stylish design.
· Positive guest experience history and a loyal customer base (Arapou and Kapiki, 2023).
· High guest satisfaction scores in pre-pandemic years.
	· High staff turnover and low employee engagement post-pandemic.
· Limited career progression and professional development programs for employees (Mlambo et al. 2021).
· Poor internal communication and a lack of effective feedback mechanisms.
· Overreliance on casual/temporary labour is impacting service consistency.
· Inadequate mental health and well-being support systems for staff. (San Juan et al. 2021)

	Opportunities
	Threats

	· Implement digital HR tools to improve engagement, training, and communication (Sarwar et al. 2024).
· Develop in-house training and leadership programs to retain talent.
· Strengthen sustainability initiatives to align with guest and employee values.
· Leverage the Hilton Honours loyalty program for repeat bookings.
	· Labour shortages due to Brexit and declining interest in hospitality careers
· Rising inflation, increasing wage demands and operational costs.
· Increased competition from boutique hotels and luxury Airbnb in the area (Chang and Sokol, 2022).
· Reputation risk from negative online reviews about service quality and staff disengagement.


Table 2: SWOT analysis
(Source: Self-Created)

The Hilton London Bankside SWOT analysis reveals a combination of high brand equity and operational weaknesses. The hotel has the advantages of the internationally renowned Hilton brand, excellent location in central London, chic facilities, and a long tradition of high guest satisfaction levels. Nevertheless, it has some internal vulnerabilities in the form of high employee turnover rates, low engagement, and insufficient career progression, as well as excessive reliance on temporary workers, which jeopardise the quality of services and morale (San Juan et al. 2021). There are possibilities to enhance those by implementing digital HR solutions, creating internal leadership training, and becoming more sustainable and aligning those practices with the values of staff and guests. Moreover, the retention of guests could be facilitated by using the Hilton Honours loyalty program. Conversely, external risks such as labour shortages caused by Brexit, inflationary pressures, wage pressure, and competitive pressures associated with boutique hotels and Airbnb threaten profitability and workforce sustainability (Chang and Sokol, 2022). There is also a reputation issue when it comes to negative online reviews that mention disengaged staff.
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	Opportunities (O)
	Threats (T)

	Strengths (S)
	S-O Strategies
 Use Hilton’s strong brand and central location to attract top talent through strategic employer branding campaigns (Zeng, 2021).
 Leverage existing loyalty programs and reputation to fund and support staff training initiatives aligned with guest service standards.
	S-T Strategies
 Use high guest satisfaction legacy and global standards to counter rising competition through consistent service delivery.
 Implement wellness programs and employee recognition schemes to retain staff and protect the brand reputation (Sonnentag et al. 2023).

	Weaknesses (W)
	W-O Strategies
 Introduce digital HR systems (self-scheduling apps, engagement surveys) to address communication gaps and improve morale.
 Establish in-house career progression programs to reduce turnover and fill skill gaps internally (Palomäki, 2025).
	W-T Strategies
 Review staffing model to reduce reliance on casual workers and improve long-term staff development.
 Develop robust internal communication policies to prevent further service inconsistency and mitigate reputation loss from online complaints (Ahmad et al. 2024).


Table 3: TOWS analysis
(Source: Self-Created)

The TOWS analysis provides strategic solutions upon which Hilton London Bankside can utilise internal and external challenges as growth opportunities. By emphasising its good brand image and prime location (S), the hotel will be able to recruit high-quality employees by focusing on its employer branding. Moreover, the presence of loyalty programs and their good reputation can facilitate the training of employees aimed at better serving the guests (S-O). To address the challenges of heightened competition in the market and the threat to reputation (T), Hilton can rely on its past record-high guest satisfaction and brand standards to help it maintain consistency in service delivery (Zeng, 2021). Staff recognition schemes and wellness programs (S-T) are also capable of raising morale and decreasing turnover. 
To fix internal weaknesses (W), the hotel can create opportunities to implement digital HR solutions, including self-scheduling systems and engagement surveys, to eliminate communication gaps and improve staff experience (W-O). Moreover, career progression pathways will be developed to retain and develop internal talent. As a measure to mitigate external threats (W-T), Hilton must transform its staffing design to reduce its dependence on disposable labour and develop long-term talent pipelines (Ahmad et al. 2024). Lastly, to avoid incongruity in services and loss of image due to negative employee-related guest comments, it is important to develop effective internal communication methodologies. The strategies offer a holistic solution to organisational sustainability in the long run as well as enhanced employee participation.
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Based on the critical analysis of the operational and human resource issues currently faced by Hilton London Bankside, this section proposes a detailed list of recommendations and change management approaches to resolve the following major problems observed: high employee turnover, lacking employee engagement, insufficient development opportunities, ineffective internal communication and excessive use of casual labour (Hilton, 2025). All the recommendations are tactically combined and geared towards the vision and operational realities of the hotel as well as the demands of the external environment to make them pragmatic but futuristic.
1. Implement a Comprehensive Digital HR System
	Component
	Details

	Recommendation
	Implement a comprehensive digital HR platform (Workday, BambooHR)

	Rationale
	Solve internal communication issues, enhance engagement, and enable development

	Phases
	Phase 1: Vendor selection; Phase 2: Pilot; Phase 3: Full rollout

	Change Strategy
	Kotter’s 8-Step Model

	Measurement
	Surveys, usage analytics, feedback rates, and reduced complaints

	Estimated Costs
	£70,000 initial, £15,000 annually

	Key Benefits
	Better morale, data-driven HR, improved retention and scheduling



The proposed solution to Hilton London Bankside is the implementation of a digital HR platform, including Workday, BambooHR, or Oracle HCM, which will partially solve a variety of root causes of the problems observed during the consultancy analysis (Dutta et al. 2025). These are failures in internal communication, poor employee growth and administrative inefficiency. An electronic system combining scheduling, feedback, learning, and well-being monitoring can help to empower the staff and the HR team, providing more freedom and encouraging the culture of openness and assistance.
The gradual adoption guarantees risk management and successful adaptation. Phase 1 will focus on the current HR capacity and identify the most appropriate vendor regarding the scale of Hilton operations, compliance requirements and employee demographics. Phase 2 is dedicated to testing the system in one department (housekeeping or front office) to optimise functionality, generate early feedback and organise the transition to organisation-wide usage (Ervina et al. 2024). Phase 3 involves a full departmental implementation, including proper training and technical assistance during the onboarding process.
The 8-Step Change Model developed by Kotter offers a powerful framework to guide this change. The hotel can gain momentum by establishing a sense of urgency, which can be achieved by communicating new staff feedback and turnover rates (Laig and Abocejo, 2021). Using the department heads as change champions can also close the communication gap. The end picture of a modern people-first workplace needs to be shared at all levels. 
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Figure 2: Kotter’s 8 Step Change Model
(Source: Inspired by Laig and Abocejo, 2021)
The provision of training workshops, milestone rewards and anonymous feedback mechanisms will enable employees and strengthen loyalty. The measurement mechanisms are surveys after the implementation, platform usage data, a decrease in the number of complaints about scheduling done manually, and a higher rate of response to employee feedback. These will give quantitative and qualitative feedback on the effectiveness of the platform (Jaiswal et al. 2024). Its financial cost of around £70,000 initially and 15,000 every year is acceptable considering the size and central London positioning of Hilton Bankside. Cost savings: less administrative time and turnover will be decreased. All in all, the implementation of a comprehensive HR platform will help modernise the approach to workforce management at Hilton London Bankside to a considerable extent, increase employee satisfaction, and align the hotel with the latest trends in hospitality-related HR (Suwaji et al. 2024).
2. Establish In-House Career Progression and Leadership Development Programmes
	Component
	Details

	Recommendation
	Launch the Hilton London Bankside Leadership Academy for staff development

	Rationale
	Address turnover by offering clear growth and learning pathways

	Implementation
	Curriculum with external providers, mentorship, tracked via HR platform

	Change Strategy
	Lewin’s Three-Stage Model (Unfreeze, Change, Refreeze)

	Measurement
	Internal promotion rates, staff retention, programme participation

	Estimated Costs
	£45,000 per year

	Key Benefits
	Reduced turnover, stronger service quality, improved employer brand



A much-needed intervention that can be implemented to improve the current situation with employee turnover and engagement in Hilton London Bankside is the introduction of an in-house career progression and leadership development programme. The new program, which could be called the Hilton London Bankside Leadership Academy, would offer an inspirational and structured career progression to frontline colleagues, team leaders/managers and potential talent (Gámez et al. 2023). It correlates with the fact that the need for professional development opportunities was identified, and no clear progression framework is present in the hotel.
The programme would be designed with recognition of quality hospitality training bodies like the Institute of Hospitality. It would mix upskilling (technical) with leadership components and soft skills development. Secondly, an organised mentorship program and inter-functional training would increase employee exposure to various operations, making them more agile in their operations (Dang, 2023). It is integrated with the digital HR platform so that the learning accomplishment, course completion and milestones are displayed using digital badges and certification.
To incorporate the programme successfully, the Change Management Model developed by Lewin will provide a convenient scheme. The Unfreeze phase will entail the communication of the necessity of the initiative to the staff by means of forums and town halls, soliciting employee feedback (Hrabenko and Chen, 2023). During the Change stage, the development tracks will be designed together with the staff and managers, and the design will be owned jointly and will be relevant. Lastly, during the stage of “Refreeze”, the accomplishment will be cemented into the institution via HR policies, public acclaim programs, in addition to frequent performance appraisal.
The measurement of impact will be realised by monitoring the promotion rates, programme enrolment levels and retention information on the trained employees. Learning experiences will be refined as well based on the qualitative feedback (Pan et al. 2021). The expected expense of 45000 pounds per year includes hiring professional facilitators, learning resources, and the time that staff members will spend in training. This is relatively a small investment in a central London hotel of the calibre of Hilton and is bound to save the hotel a lot of money in recruitment drives and employee retention (Lestari et al. 2025).
3. Redesign the Employee Well-being and Mental Health Framework
	Component
	Details

	Recommendation
	Introduce a structured mental health strategy with counselling & wellness

	Rationale
	Combat post-pandemic stress, promote retention, and meet ethical expectations

	Implementation
	Partner with Hospitality Action, train managers, and create wellness activities

	Change Strategy
	ADKAR Model (Awareness, Desire, Knowledge, Ability, Reinforcement)

	Measurement
	Absenteeism rates, wellness survey feedback, and resource usage

	Estimated Costs
	£30,000 annually

	Key Benefits
	Improved morale, reduced burnout, enhanced employer branding



The reconstruction of the employee welfare and mental health system is an essential move towards solving the current predicaments Hilton London Bankside is experiencing in the area of staff engagement and retention. Hospitality has always been a stressful industry, but the pandemic has contributed to an emotional burden after work because of the lengthy working hours, scarce resources, and job insecurity (Abbas et al. 2021). With the help of a well-developed approach to mental health, the hotel will be able to show that it practices ethical employment, gets value-based talent, and builds a healthier culture within the walls of the workplace.
The suggested framework involves direct collaboration with local mental health organisations like Hospitality Action, which guarantees reputable assistance. HR policies would include regular mental health check-ins and the possibility of mental health leave, and trained counsellors would be available to staff (Okon et al. 2024). Moreover, monthly wellness events, as well as implementing wellness rooms (on-site), would help release the stress. Training line managers on mental health first aid will guarantee that it is those managers who identify and address the problem at its early stages in an empathetic and professional manner.
The ADKAR model will be used to manage change: Awareness will be established by using internal newsletters and wellness campaigns; Desire will be established by using real-life success stories and employee testimonials; Knowledge and Ability will be established by using training and access to mental health resources; Reinforcement will be established by using feedback surveys, continued support, and visible leadership commitment (Kaiser and Schwertner, 2022). Success will be measured by keeping track of the absenteeism rates, the utilisation rate of the counselling services and staff satisfaction through survey questions relating to wellness. The investment is also small considering the possible cost effects in terms of reduced turnover and absenteeism at a yearly expense of about 30000 pounds. Finally, the transformed structure and its framework facilitate a psychologically safe workplace, increase resiliency among staff members and improve the Hilton brand reputation as a responsible, inclusive employer in a very competitive London hospitality industry.
4. Optimise Staffing Model to Reduce Overreliance on Casual Labour
	Component
	Details

	Recommendation
	Transition to permanent and part-time contracts with multi-skilled staff

	Rationale
	Casual labour reduces team cohesion and service consistency

	Implementation
	Conduct workforce audit, replace casual roles, use HR data for planning

	Change Strategy
	Staff involvement, exit interview insights, pilot shifts, recognition

	Measurement
	Customer satisfaction, reduced labour cost, and performance consistency

	Estimated Costs
	£50,000 initial payroll increase, offset by reduced agency fees

	Key Benefits
	Improved service, stronger engagement, long-term cost savings



The high concentration of casual labour in Hilton London Bankside has led to the provision of uneven services, poor team cohesion, and decreased employee loyalty. Although flexible staffing models may be cost-beneficial in the short term, they can destroy quality and morale in the long term. This recommendation supports a shift to a more stable and balanced workforce of part-time and full-time permanent workers with the inclusion of cross-trained, multi-skilled workers to ensure operational flexibility does not come at the cost of service quality (Vergotte, 2023).
It will start with a workforce audit to determine the departments and roles that could be transferred or shifted into permanent and away from casual employment. After identifying high-turnover or service-critical areas, the next step the managers should take is to introduce hybrid part-time contracts to strike a balance between the hotel's need to have a reliable workforce and the employee's need to have flexibility (Grzegorczyk et al. 2021). By using the digital HR platform (see above), Hilton will be able to utilise past booking and occupancy rates to predict demand, thereby rostering effectively and predictively to prevent under- or overstaffing.
Change management will also be important in ensuring a smooth transition. Consultations should be done with the staff via surveys and focus groups, and the wisdom of previous exit interview applications should be carried into the restructuring decision-making (Glendon,2024). Testing one department (housekeeping or food service) with the new model will enable the management to pilot the results before rolling out. These achievements should be recognised and rewarded with team incentives and appreciation to build confidence and support through successful transitions.
The outcomes of success will be defined by the increase in customer service scores, the decrease in the cost related to the agency workforce, and the surge in the team performance markers, including punctuality, shift-to-shift coverage, and co-worker feedback. The hotel will possibly experience a temporary payroll boost of some £50,000; however, it will be replaced with the long-term savings on agency costs as well as the efficiency of a well-knit and well-trained team (Truesdale, 2021). Finally, the transition will help build a stable, high-performing workforce, correlate with ethical standards of employment, and improve the brand image of the hotel. It is an essential move towards sustainable HR change that will benefit the staff and the guests.
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	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Poor external signage & outdated brand image
	Revise the logo while keeping the existing colour scheme and font to preserve brand identity.
	Improve customer perception and conversion by updating outdated visuals, addressing feedback, and reinforcing brand recognition.
	3 months
	16/12/2023
	£20,000 (single site)

	2
	High staff turnover and limited internal progression
	Launch the Hilton London Bankside Leadership Academy for upskilling and career progression.
	Reduce turnover, increase internal promotions, and enhance employee satisfaction and service delivery quality.
	6 months
	31/01/2024
	£45,000/
year

	3
	Inefficient HR operations and low employee engagement
	Implement a digital HR system for scheduling, performance, learning, and feedback.
	Boost morale, streamline HR functions, and enable data-driven decisions through transparent communication and development tools.
	12 months
	30/06/2024
	£70,000 setup + £15,000/
year

	4
	Lack of employee well-being support
	Introduce a mental health and wellness framework with trained support, flexible hours, and wellness rooms
	Increase employee retention, reduce absenteeism, and strengthen brand ethics by promoting mental health awareness and support.
	4 months
	15/03/2024
	£30,000/
year

	5
	Overreliance on casual labour is impacting service quality
	Optimise staffing model by shifting to part-time and permanent roles supported by HR data.
	Improve consistency in service, enhance team cohesion, and reduce agency costs long-term.
	8 months
	
	


Table 4: Action Plan
(Source: Self-Created)
This action plan gives a proper guide on how Hilton London Bankside can tackle its urgent operational and HR issues in a systematic and cost-efficient way. Outdated branding and signage are the first issues which impacts directly impact the customer perception and competitiveness in the market. The redesign of the visual identity with the preservation of the key brand features will allow the hotel to give its image a more modern look without disturbing the loyal customers. The 3-month time frame will make it fast to deploy, and customers leave feedback fast (Noordzife, 2014). Second, the excessive turnover of personnel is grounded in the absence of internal growth. Creating a Leadership Academy within the business answers this by developing the talent that is within the business, creating loyalty and decreasing recruitment reliance. Such an initiative is not only a morale-booster but also leads to increased service standards and continuity. A six-month timeframe to implement it guarantees fast victories and long-term influence.
Third, an online HR system fixes the problem of inefficient communication and operational gaps. This investment not only facilitates other suggestions, feedback measures, and schedule enhancement but also fosters openness, growth, and responsibility. The rollout will have minimal disruption and staff flexibility since it is spread over 12 months, considering the size of the hotel (Burnes, 2014).
The fourth measure addresses mental health, which is one of the most important post-pandemic issues. The support of wellness programs by trained professionals and flexible policies will increase employee satisfaction and decrease employee absenteeism, besides promoting the image of Hilton as an ethical employer. Finally, the excessive utilisation of casual labour is overcome with the help of staffing model transformation. The shift to permanent positions will enhance the uniformity of services and team spirit. Although it requires a temporary rise in payrolls, the returns in terms of performance, customer satisfaction, and cost saving are enormous in the long run. Collectively, these measures are timed, budgeted and informed by the best HR and hospitality practices. This is a systematic program that allows Hilton London Bankside to boost employee welfare, customer satisfaction, and the general brand effectiveness.
[bookmark: _Toc200732378]Conclusion
The consultancy report has provided a critical assessment of the human resource issues that Hilton London Bankside is currently experiencing, and it has given recommendations based on evidence to promote operational effectiveness, work satisfaction and organisational sustainability in the long run. According to the internal knowledge and external studies, it becomes apparent that the hotel has been affected by a variety of staffing-related challenges, strained by the post-pandemic pressures, labour market changes, and new employee expectations.
Among significant findings, staff turnover, low employee engagement, and lack of internal communication are the key pain points in the organisation. Excessive use of casual labour, combined with a weak career development offering and the absence of a well-structured well-being support system that is structured has affected the team building and delivery of services at the hotel. Moreover, the lack of contemporary digital HR solutions has limited the hotel in its capacity to connect with its human resources and deliver and administer essential HR operations with flexibility. Using several analytical models, including STEEPLED, SWOT and TOWS, this report has been able to determine the cause and implications of these challenges, the threats and opportunities that the hotel is likely to face the hotel in the competitive London hospitality market. These frameworks were used to put into context the external forces or influences affecting the business, including labour shortages because of Brexit, increased costs of operation and heightened expectations with regard to ethical employment policies.
In addressing these issues, there were well-thought-out recommendations put across. These involve the introduction of an electronic human resource system, the establishment of career advancement and leadership tracks within the organisation, a solid employee welfare system and the reorganisation of the workforce model to limit the use of casual labour. To facilitate easy adoption, every recommendation was backed up by an effective implementation plan, cost description, and change management plan (Whittington et al. 2020). As an illustration, Kotter, Lewin, and ADKAR models of organisational change management will enable the hotel to successfully lead employees through a change process without necessarily affecting their morale and service quality. In implementing these strategies, Hilton London Bankside will gain a lot both in the short term and in the long term. It is projected that the resulting rise in employee engagement, retention and performance will directly translate into better service delivery, customer experiences and eventually better financial performance (Mavridopoulou, & O’Mahoney, 2020). What is more, such actions will also enhance the employer brand of the hotel, turning it into a more appealing place to be in terms of the top hospitality talent in a tight labour market.
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