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[bookmark: _Toc120056098]Executive Summary
Hilton Cardiff Hotel is one of the most renowned 4-star hotels in the Central Cardiff area and is famous for its amenities. It is located near the Cardiff City Centre and Cardiff Castle and offers great facilities to the guest visiting the area. Being a part of the Hilton Worldwide group, which manages a diversified portfolio of hotels and resorts to the middle scale, upscale and luxury hospitality services, this hotel has been performing quite well despite the effects of Covid-19 (Zeng, 2021). Though it has 8.2 scores out of 10 on expedia.com, 7.6 out of 10 scores on booking.com and 4 out of 5 scales on tripadvisor.com, it has many problems that are needed to be found.
Phoenix Consultancy Services has been appointed for performing a thorough report to find out the problems of this hotel and how to solve them. The initial problems identified from the reviews of customers in different hotel booking websites show that, guests are facing issues regarding cleanliness, food pricing, room service, restaurant arrangement, fittings issues etc. So, before digging deeper into the actual problems by visiting the hotel, external and internal environmental analyses have been performed. PESTEL analysis has shown the external environment’s impact on the hotel (Tan and Despotis, 2021). It has been found that Covid-19 and Brexit have induced many changes in the hospitality business sector. The changes in health and safety protocols, immigration policy, wage rate policy etc. have reduced the flow of employees. Job uncertainty has increased in the hotel s Hilton had to furlough 22% of its employees worldwide (Cardoso, 2022). Being a service-oriented organisation, Hilton Cardiff needs a motivated and focused employee group that works to achieve organisational goals. Customer satisfaction is directly related to employee satisfaction level, so this report has analysed any possible challenges in motivation for the employees.
SWOT analysis has also been performed to identify the strengths and opportunities the hotel currently possesses and the threats and weaknesses it must develop into strengths (Manoharan et Al. 2021). It was found that, the problems of this hotel lie within two broad categories- infrastructural issues and service-related issues. The furniture and fixtures, bathroom fittings, room layout changes etc. are under the first category, while the cleaning, housekeeping, food processing and serving are within the latter category. 
Based on the priorities of the tasks, the problems have been ranked. But before ranking them, a strategic management tool named the SOSTAC model has been used to set out the objectives, strategies, actions and control of the activities for the hotel. The ranked activities are shown below based on their importance:
· Fixing the broken USB ports, telephones, coffee machines and other appliances
· Changing the bathroom fittings and fixtures
· Identifying the room layout changing needs and changing them
· Ensuring staff training regarding fast room service, frequent cleaning service in the spa and pool (every 20 minutes)
· Changing the light settings in all 197 rooms
· Arranging a one-to-one interview with all employees to identify their motivation factors
· Recruiting two chefs and ten hotel employees for housekeeping and room service
· Ensuring vegetarian and vegan food availability and diversity in the menu, recruiting 
· Increasing sitting arrangements in bars and restaurant
Each of the steps has been identified based on the review of the customers and internal audit of the hotel. Additionally, one-to-one interviews with the employees have also helped to identify the existing issues within the hotel. It has been found that covid-19 has made many skilled employees leave their job creating a shortage of staff. So, there is a lack of employee enthusiasm which is leading to slow guest service. Moreover, the current chefs are very efficient in making non-veg foods, but many vegan and vegetarian customers require the inclusion of their food choice. An updated menu with four new chefs will not only enhance the number of food items but also will increase service swiftness.
As cleaning in the spa and pool area is one of the main concerns, a change in supervisor is needed. A proper cleaning routine assigning each job to a particular employee will ensure the cleaning of the changing room floor frequently. The same goes for room service and housekeeping management. 
After the identification of the problems, an action plan has been prepared to show the individual issues to be addressed, the required time frame, estimated cost needed in a table. The summary of that action plan is as follows:
	No.
	Problem
	Solution
	Date of Completion
	Est.
Budget

	01
	Cracked bathroom fittings and fixtures
	Identifying the rooms where repair is needed and providing new fittings and fixtures
	20/01/2023
		£25,000




	02
	Broken Utilities
	Identifying and fixing all the broken land phones and USB cable ports
	20/12/2022
	£15,000


	03
	Insufficient Lights
	Providing new lights of two types- dim lights and bright ones
	20/12/2022
	£14,000


	04.
	Room Layout
	Changing the bed arrangements and TV sets
	20/02/2023
	£250,000


	05
	Menu
	Inclusion and vegetarian and vegan options. The costs will be related to new chef recruitment and extra raw material sourcing
	20/02/2023
	£40,000


	06.
	Bar set-up
	20 bar stools to be set up
	20/12/2022
	£15,000


	07.
	Employee Shortage for cleaning and serving dishes
	Recruiting, onboarding and developing new employees
	20/01/2023
	£65,000


	08.
	Disengaged employees
	Increase employee engagement activities
	First event within 20/12/2022
	£50,000




This is a three-month plan, with different time frames based on the needs of the tasks. The main target of this schedule is to complete all the refurbishments and service-related issues before the upcoming Rugby tournament in February 2023. So, if the plan is followed accordingly while ensuring employee engagement and motivation, it will be easier to achieve the organisational goals of attracting and retaining guests to the Hilton Cardiff Hotel and making them loyal customers.


[bookmark: _Toc120056099]Introduction
Located at the heart of Cardiff, near City Hall and Cardiff Castle, Hilton Cardiff has an excellent location score of 9.2 out of 10 (booking.com, 2022). The hotel is renowned for its location, check-in services and room amenities. Despite many of the positive aspects, the hotel still disappoints some customers because of customer service, cleanliness, food pricing, and room service etc. The hotel has recovered well from the effects of Covid-19 but is still facing issues regarding staff arrangements and customer services (Izadi et Al., 2021). This report focuses on the issues arising in the hotel that cause customer dissatisfaction, will point out the causes of the issues, describe different aspects behind them, and will analyse probable solutions. Along with the problems, some positive aspects of the hotel have also been analysed to look for further scopes to serve customers and have a great impression on them. Phoenix Consultancy Services has been appointed as a consultant to identify the core issues of the hotel based on customer reviews and staff feedback, to ensure customer satisfaction and loyalty. To identify the problem and get an external idea of the environment in which the hotel operates, this report will perform PESTEL analysis. Moreover, the strengths, weaknesses, threats, and opportunities of the hotel will be further analysed through SWOT analysis. These two analyses will be the base for external and internal analysis and will give a holistic view of the overall problems and prospects while giving the idea of future opportunities (George, 2021). It will also use the SOSTAC model, a situational analysis tool to identify the situation and the strategies to solve them along with the strategic choice cascade (Moodley and Naidoo, 2022). These models and tools will help to analyse the problems and help to lay out an action plan so that the hotel may create more loyal customers, recurring guest visits and positive feedback.
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Ranked as one of the top five hotels in Cardiff according to Tripadvisor (2022), Hilton Cardiff Hotel reflects the natural beauty of the City Centre neighbourhood while being only 9 minute walk away from Queen Street Station, Cardiff. The address (Kingsway, Greyfriars Rd Cardiff, CF10 3HH, United Kingdom) of the hotel itself shows the convenience to visit nearby tourist attractions- Cardiff Castle, Sanin David’s, City Hall, Stadium etc. as they are only within 5-minute walking distance (Expedia.com, 2022). 
Amenities
The 4-star hotel includes all types of possible amenities a guest can look for a convenience store, 24-hour front desk services, dry-cleaning services etc. (Hilton.com, 2022). Guests can also enjoy free Wi-Fi services, indoor pools offering free cabanas, free newspapers, extra beds, tea bags or instant coffee etc. There are massage rooms, aromatherapy, a ballroom and concierge service for the venue bookers. 
Rooms Features
Hilton Cardiff has 197 rooms with 24-hours services, full air-conditioning, flat-screen TVs with digital channel accessibilities, etc. Every room includes a laptop safe, refrigerator, and clean & cosy washroom feature- deep soaking tubs, towels, free toiletries and hairdryer etc. (Agoda.com, 2022) The guest reviews praise high of the room features but there is some negative feedback regarding the cleanliness, A/C and remote control functionality etc. 
According to customers, Hilton Cardiff is an excellent place for watching concerts at Cardiff Castle (Deng, 2021). The rooms are wide and spacious and many of them offers a great view of the neighbouring greenery. From the presidential suite to executive rooms, the hotel offers calm and cosiness, with 24- hour room services. 
Covid-19 Measures
Enhanced Cleanliness:
· Usage of Disinfectant
· Sheets and towels washed at 60°C/140°F or higher temperature
· Following standard cleaning practices according to Hilton CleanStay (Cheung et Al. 2021)
Social Distancing and Safety Measures:
· Contactless check-ins and outs
· Availability of cashless transaction
· Hand sanitizer
· Advanced food safety measurements
· Contactless room services
Despite the utmost focus on ensuring customers’ happiness, the hotel falls short of some core services- 
· Quick room service
· Clean and fresh changing rooms of spa, pools
· Food quality matched the costs
· More vegetarian and vegan options on the restaurant menu
· Noise from the street
· Functional A/C, TVs and Washroom facilities
· Standard coffee-making appliances etc.
The scope of both the negative and positive aspects of the hotel can be analysed better with the help of external and internal environment analysis. The external analysis of a hotel denotes the process of objectively analysing the changes in the industry and the country that may affect the respective organisation operating in the industry (Sonawane, 2020).
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This analysis discusses the macro-environmental factors surrounding an organisation that impacts the functions and profitability of the organisation (Mekhruza et Al. 2022). As Hilton is amongst the largest hotel chains in the world, the hotel-chain have been affected recently due to the Covid-19 pandemic and Brexit (Barry, 2020). Hilton Cardiff has also been affected by the following environmental factors:
	Environmental
Factors
	

	P (Political)
	· Tourism taxes
· Social-distancing, lockdowns etc. during pandemic
· Travel rules changes for Brexit
· CJRS for the furloughed employees (Jibril et Al. 2021)

	E (Economic)
	· Volatile GDP growth rate
· GBP depreciation against Dollar (Gobbi and Lucarelli, 2022)
· Lower tourist visits from European countries
· High inflation rate at 8.8% in September 2022 (Breinlich et Al. 2022)
· Increase in living cost

	S (Social)
	· Change in consumer lifestyle following living cost increase (Harari et Al. 2022)
· Lessening of new tourist incoming due to rising travel costs to Cardiff
· Fear of physical interaction due to Covid-19

	T (Technological)
	· Use of digital payment system and booking system (Linxi, 2021)
· Ensuring customer service via a third-party booking app
· Employee management system software 
· Service through the app- Hilton Honors (Dutta and Pathak, 2022)

	E (Environmental)
	· Promoting sustainability
· Reduced use of power and fuel (Matteucci, 2020)
· Reduced use of non-renewable sources
· Move towards recycling

	L (Legal)
	· Immigration policy change creating staff shortage
· Inadequate hospitality staff availability
· Health safety protocols during covid-19 (Spanaki et Al. 2021)



Due to the changed economic and social changes the UK has been going through in the recent Covid-19, Brexit and Ukraine-Russia war, the hospitality industry has been suffering from drastic changes, of which Hilton Cardiff is no exception (Coles, 2021). Job uncertainty, frequent lockdowns and business closures have made hospitality employees leave their jobs (Douch and Edwards, 2021). Hilton Cardiff Hotel has also felt the hit of the political changes as international visits to wales have reduced by 88% during 2021 compared to 2019 (committee.parliament.uk.com, 2022). The lockdown rules and regulations, safety measurements, travel rules change etc. affected the hotel as it remained closed for certain days.
The job uncertainty due to frequent layoffs, furloughs etc. made the hospitality employees of the UK in a tight space. 4,75,000 hospitality employees were under the Covid-19 furlough scheme (Fitzpatrick, 2022). No employee of Hilton Cardiff was laid off during the time so, it could avoid the immediate motivation-loss of the employees. 
The UK has been seeing a 40-year high record inflation rate in 2022, which has created an impact on the household costs of the citizens. Increasing food, transport, fuel and energy costs have lowered the luxury travel affordability of people (Ageli, 2022). In this aspect, the Hilton Cardiff hotel is also facing increased costs regarding food, power and transportation etc.
In this modern era of technology, all the marketing, administrative and supporting activities should be backed by the effective use of technologies (Dhirasasna and Sahin, 2021). The Hilton Cardiff hotel has an affiliation with several booking websites- booking.com, expedia.com, traveladvisor.com etc. Additionally, the Hilton Honors app is a brilliant way to have one-to-one communication regarding booking-related communication, which helps the guests to have direct contact with the hotel itself.  
Hilton Cardiff has a good reputation for giving the best accommodation service during the rugby season. They need skilled and efficient staff for providing the best services to the guests. It has been affected by the changing immigration policies, so, an employee retention scheme is a must for ensuring employee engagement in the hotel.
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This analysis helps to find out the external and internal capabilities and lackings of an organisation (Madsen and Stenheim, 2022). Hilton Cardiff Hotel’s internal weaknesses and strengths as well as the external opportunities and threats can be identified by the following analysis:
	Strengths
· Good location- nearby tourist attractions within 3 or 4 minutes walking distance
· Famous restaurants in the nearest proximity
· Cardiff Queen Street station at 9 minutes walking distance, Airport at 9 minutes driving distance
· Pet-friendliness
· Modern room facilities (Wi-Fi, flat-screen TVs) 
· Implementation of Covid-safety measurements (Sharma et al. 2021)

	Weaknesses
· Spa and Pool facilities (cost reduction, pool attractiveness)
· Hotel cleaning service (in washrooms and changing rooms)
· Customer management service training requirement (for better room service)
· Furniture and fixture setting (shredded carpets, torn wallpapers etc.)
· Full-fledge interior reformation

	Opportunities
· Continental breakfast in buffet system
· Optimised mobile app facilities for booking guests
· Serving the rugby fans coming to Six-nation Rugby Tournament 
· Use of social media marketing strategies (influencer marketing etc.) (Tanford et Al. 2020)
· Focus on SEO to help drive customers

	Threats
· Key competitors: Coal Exchange hotel, Park Plaza, Hotel Indigo and New House Country Hotel (Tripadvisor.com, 2022)
· Increased competitors- Airbnbs, holiday cottages 
· Increasing unemployment rate due to immigration policy change
· Shrinking target market due to increased living cost
· The increased cost of raw materials, power and fuel


 
Strengths- The best feature that the Hilton Cardiff hotel holds is its location. The hotel is very close to the nearby airports, metro stations and tourist attractions. Additionally, it offers a great view of Cardiff Castle, which creates a positive impression on the customers (Smith et Al. 2021). According to the customer survey from the booking websites, it was found that, most of the customers liked the room and the breakfast services. So, these are the strengths of the hotel.
Weaknesses- According to the poor reviews (Rating 1 or 2 out of 5) on different booking websites, the customers pointed out the costliness of the restaurants and bars. Many of the furniture and fixtures need refurnishing, with improved light settings in the rooms. Additionally, the room service staff and cleaning staff need to get proper training as they cannot provide service as efficiently as expected (Vinod, 2022).
Opportunities- As the six-nation rugby tournament will start in February 2023, it will be a great opportunity to serve the sports lovers coming to the area (Alderman, 2022). Moreover, the marketing of exquisite breakfast services and changed interior designs will attract more customers.
Threats- The immigration policy change-induced worker shortage and the increasing inflation rate will increase hotel management costs (Fenitra et Al. 2022). Moreover, the Airbnb and small cottage-style hotels will increase the competition delivering calm and cosiness. 
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Despite having praiseworthy safety and cleanliness measurements, the hotel suffers from bad reviews regarding- high bar and restaurant prices, dirty washrooms, stained carpets, and bad water supply in washrooms and room fixtures. Some guests denote that the rooms need refurnishing as the fixtures are peeling off or coming out. Besides, many guests disliked the spa and gym facilities saying that those need refurbishment. 
All the issues stated above can be divided into two broad sectors- external and internal. External issues include infrastructural issues, while internal issues are related to staff behaviours (Yuldashev and Radjabov, 2022). These issues have been described below:
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There are some positive and negative aspects regarding the infrastructure. Hilton Cardiff is famous for its location and view. But according to some reviews of the guests, the following issues have been identified:
· Room layout- some rooms have TVs on the right angle of the bed, which makes it difficult for the guests to sit comfortably.
· Bathroom fittings- Sinks are cracked on the inside in some of the rooms. Showers need to be replaced, soap holders need to be changed in some of the bathrooms. 
· Lighting issues- Rooms are not well-lit according to some guests while many of them appreciated the dark theme of the room lighting
· Complimentary products- Absence of complementary products, such as dental floss, earbuds, and makeup removal kits. Those are available only on demand.
· Broken Utilities- Some rooms have broken USB ports, broken phones etc. 
· Others- Noisy refrigerators, noisy air conditioners & ventilation system, insufficient towels for two people staying in the hotel.



Steps to be taken
Room Layout
To maintain a good first impression, a proper room layout is imperative for hotels (Kim and Han, 2022). Hilton Cardiff Hotel has 50 rooms that have got TVs set in the wrong places. Additionally, there are some wrong placements of chairs, which make the cosy environment a little off beat. Therefore, the angles of these arrangements need to be changed. 35 of these rooms need changes in wall placement, which leads to refurbishment. Other room arrangements are okay and do not need any changes in room re-decoration.
Bathroom Fittings & Fixtures
Bathrooms of a four-star hotel need to have clean basins, faucets and showers, while no moulds are around (Kim et Al. 2022). As some of the bathrooms of Hilton Cardiff have cracked fixtures regarding taps, showers, floor drains, basins etc. these are needed to be pointed out and fixed within time.
Lighting Issues
Two types of lighting arrangements will be available in each of the rooms. One system will provide a high-power lighting system and another will provide a low-light arrangement for guests who like dark lighting.  
Broken Utilities and Others
All the broken utility items will be replaced within 1 month and all the outdated and old appliances will be changed with fresh ones. This will need some time to identify and replace, so this will need a proper time frame and budget.
The following figure shows the summary of what is needed to remain the same, can be halted and be changed:
[image: ]
Figure 01: Things to Change in Hilton Cardiff Hotel
Source: Author’s Creation
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The employee-related concerns are regarding the cleaning staff mostly, as many guests have found the changing room floor of the pool and spa to be dirty. Additionally, the rooms, tubs, basins etc. have been frequently reported as unclean. Room service is quite slow, though the front desk employees are very friendly and positive. Another common negative review from the guests denotes that, the services are quite basic while the rent is high. The restaurants serve Non- veg and vegan options but fall short of vegetarian items most often. Moreover, according to some guests, the costs of spas and restaurants are quite high per the quality.
Steps to be Taken
Cleanliness
The rooms are irregularly cleaned and maintained by the staff while many of the rooms are cleaned after the guests have arrived (Shapoval et Al. 2022). The changing rooms in the spa and swimming pool are also cleaned infrequently, leading to the dissatisfaction of the guests. To address this, the employees have been questioned thoroughly. The responses show a lack of cleaning staff and an absence of a cleaning routine. The supervisors are inadequate per the number of rooms, so they cannot deal with every issue at the same time.
Room Services
Room services need to be quite swift and meaningful so that guests feel acknowledged and well-handled (Jia et Al. 2022). Being a service-oriented business, hospitality management needs to deal with different kinds of people with different preferences and modes. Some of the key issues regarding room services of Hilton Cardiff as addressed by the customers are as follows:
· Delay in response
· Slow connectivity (e.g. calling the front desk to solve issues, but getting delayed responses)
· Lack of complementary products
Upon investigating the situation, it was found that the number of employees designated to provide room services is inadequate. Moreover, the Covid-19 pandemic period has made the hotel chain furlough a lot of employees and Hilton Cardiff is no exception (Mujtaba, 2022). Despite being assured by the hotel to be reappointed again, many of the furloughed employees did not come back to the hotel again. This has led to the appointment of some low-skilled employees who are young and need to be trained more.
Restaurant Menu and Services
The breakfast served from the kitchen is delicious as per the reviews go. But people have shown their concerns regarding the types of foods served at the restaurants. There are limited vegan and vegetarian options, while a lot of meat-based foods are present. So, the restaurant needs a change in its menu. For that, more chefs are needed to be appointed, who will be serving different types of food here. Amongst the current 6 chefs, 4 of them are exclusively good at making meat-based dishes, while the other two are experts in vegetarian and vegan dishes. As they need to take care of the appetisers and desserts as well, it becomes tough while maintain diverse food orders.
So, four new chefs needed to be appointed to ensure swift order processing. Additionally, new vegetarian and vegan foods will be introduced in the kitchen so that guests feel good to come to the restaurant repetitively.
Employee Development
Upon gathering the responses from the employees, it was found that there is a shortage in the number of employees designated for different services. E.g. the number of cleaning staff is only 30, where 3 are assigned to the pool and spa. For corridors, there are 10 and the rest are for the rooms, including the washrooms. The housekeeping and cleaning staffs are inadequate as per the requirement. Additionally, the current cleaning staffs lack proper training as many of them were appointed after December 2021 and did not have prior experience. So, new staff is needed for the proper management of the hotel.
All the reviews highly praise the front desk services and the parking services. Additionally, the conference room management is equally praised for their professionalism and helpful mindset. The steps that the hotel needs to develop its services are summarised in the following stages:
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Figure 02: Services to be developed in Hilton Cardiff Hotel
Source: Author’s Creation
The first step is problem identification, which shows the lack of services from the employees (Vaitiekunaite, 2022). To solve this issue, the strengths and opportunities of the Hilton Cardiff will help to identify the scope for development. Two scopes have been identified here- changing the cleaning routine and recruiting more employees.
Before onboarding new employees, current ones will be asked to give their feedback about the workplace in detail (Templer et al. 2022). As per the data collected till now, the employees are satisfied with the work policies, but feel constant pressure, due to a lack of colleagues and supervisors. So, based on the detailed feedback, the current and new employees will have employee engagement activities, E.g. parties, interactive sessions etc. to boost their motivation (Tavitiyaman et Al. 2022). After doing everything these steps have mentioned, it is supposed to solve the problem and make guests contented with every hospitality service possible.
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The SOSTAC model help to identify the core problems and help to see the objectives that set the current achievable missions of the company (Mahmutović, 2021). Based on the objectives, tactics, strategies and actions are planned so that the issues are resolved and the situation is under control. Following is the SOSTAC model:
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Figure 03: SOSTAC model of Hilton Cardiff
Source: Adapted from Yasmina et Al. 2022
· Situation- Though the hotel has numerous positive reviews, it has got some negative ones regarding the cleanliness, staff shortage, food and rent price, complementary items and furniture & fixtures. These issues have been addressed and are targeted to be solved within 3 months.
· Objectives- To resolve the issues within 3 months so that, Hilton Cardiff gets 95% brand loyalty from the guests.
· Strategy- Fixing the broken fixtures as soon as possible, changing bathroom fittings where needed, appointing skilled staff who will perform and supervise the cleaning and room service activities, adding vegan and vegetarian options and chefs in the kitchen etc.
· Tactics- Preparing an action plan, allocating budgets, and taking feedback from employees in detail.
· Action- Assigning responsibilities to the respective employees E.g. managers for completing the initial survey within time (Faraz et AL. 2021). Then planning out the recruitment and onboarding process of the new employees. Finally, ensuring that all the required steps have been followed properly to get maximum results.
· Control- Monitoring the process, setting out the standards (both systematic and service), and measuring the effectiveness of the overall process (Xie et Al. 2020). This will require at least 6 months from start to finish.
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As the report points out in the scope and main body section, Hilton Cardiff Hotel has various positive aspects because of which it has taken a place in customers’ minds. Though it has many problems regarding some of the departments, it has always got positive reviews about the front desk management, breakfast services, location advantages and exquisite conference and event management services (Hotel.com, 2022). The following sections will summarise the key results and findings listed by areas:
[bookmark: _Toc120056110]Room and Washroom Services
	Particulars
	Findings

	Slow room service
	Needs 10 more employees for faster room service

	Faulty bathroom fixtures and fittings
	This needs to be fixed within 2 months

	Inconvenient room layouts
	Not of the most priority, but will be changed after 2 months

	Insufficient lights settings
	Two-type light arrangements can wait for 2 months, but low-powered lights will be changed immediately 


 
Many of the rooms have broken ports and telephones, which need immediate fixing. Additionally, the guests opined that they had to call the front desk several times to call for room service and it was very slow. To resolve this, skilled employees will be appointed. Employee engagement is an issue while managing a hospitality business like Hilton Cardiff, and so, employees must get enough financial and psychological motivation to achieve organisational goal, which is to ensure customer loyalty.
[bookmark: _Toc120056111]Cleaning Services
This service is divided into three sectors- room cleaning, spa & pool cleaning and outside cleaning (Kim and Han, 2022).

	Particulars
	Findings

	Room
	Absence of staff coordinators and cleaning staff assigned to room cleaning.

	Spa & Pool
	Needs to be cleaned every 20 minutes

	Outside
	Currently not needed



The main problem regarding the cleanliness of rooms and spas is because of staff shortage. So, new cleaning staff is needed to be appointed. No cleaning schedule assigns people to specific cleaning tasks. If a cleaning schedule is fixed for the whole week, showing the assigned staff, supervisors and managers for this purpose, it will be easier to manage the cleaning activities in the hotel (Jain, 2020).
The outside areas like lawns and driveways are routinely cleaned. The grasses are regularly trimmed and maintained. So, these places do not need immediate attention.
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The breakfast service of Hilton Cardiff hotel has always been praised. Though some of the guests suggest that the breakfast should be made complementary, it is quite affordable at £10. But these are the issues that have been identified before and are summarised below:
	Particulars
	Findings

	Need of Chefs
	The number of chefs serving in the restaurants is inadequate, so four new chefs are needed

	Serving
	The waiters need to get training in fast order-taking and delivery services

	Change in Menu
	The inclusion of Vegan and vegetarian options is needed

	Bar set-up
	20 more bar stools are required.



The restaurant’s interior is nice and refreshing, though the sitting arrangements can be altered for some variation in appearance. Also, more single sitting arrangements in the bar or the stools are needed as many solo travellers prefer to sit and enjoy a drink alone.
The food and beverage quality is good although the chefs find it difficult to serve customers during the peak hours of lunch and dinner. So, four more chefs are needed who will help to serve regular dishes. Moreover, there are very few vegetarian and vegan options on the present menu. As the current chefs are not experts in vegetarian and vegan dishes, at least two newly appointed chefs should have expertise in these types of dishes from different cuisine. The multi-cuisine items can be alternatively served based on the availability of ingredients.
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The UK’s hospitality sector is going through a transitory period for Brexit and Covid-19 pandemic (Dutta et al. 2021). The immigration law of the UK has been changed following Brexit, which has increased the unemployment level. During covid-19 335,000 hospitality industry employees left their job and returned to their home countries, creating a skilled staff shortage (O’Connor, 2022). Workers now fear about their salary cuts, job uncertainty and frequent law changes, to which Hilton Cardiff’s employees are also prone. 
Thus, the management of this hotel needs to identify the employee perspective of the hotel to provide them with enough facilities (Lulli et Al. 2021). Following are the issues identified regarding the hotel employees:
	Particulars
	Findings

	Job Security
	Retention schemes, furloughing policy and appraisals are to be increased and effectively communicated

	Monetary and non-monetary motivational factors 
	Providing employees with the benefits they need.

	Recruiting skilled employees
	Long-term recruitment and retention policy layout to gather skilled and experienced employees and managers

	Engagement Activities
	Frequent employee engagement events, costume parties etc. to boost employee morale and motivation for work



Overall, a thorough plan should be devised to ensure employee participation. As many negative reviews from customers are related to services, they can be mitigated if employees feel safe and attached to the hotel (Areal, 2021). Based on a one-to-one interview about the employees’ view on the current leadership style, management system, etc., the new work plan should be suggested. It should be completed within one month so that, the overall recruitment, onboarding and developing process can be done in three months. If employee engagement is ensured, it will automatically lead to better service to the customers and in effect will ensure brand loyalty (Górska-Warsewicz and Kulykovets, 2020).
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The following chart shows each of the problems, their solutions and the time frame within which these tasks should be completed. Moreover, the estimated budget for each task have been shown here:
	No.
	Problem
	Solution
	Desired Outcome
	Time Frame
	Date of Completion
	Est.
Budget

	01
	Cracked bathroom fittings and fixtures 
	Identifying the rooms where repair is needed and providing new fittings and fixtures
	Positive guest impression, leading toward brand loyalty
	2 months
	20/01/2023
		£25,000 




	02
	Broken Utilities
	Identifying and fixing all the broken land phones and USB cable ports
	Customer convenience and positive review
	1 month
	20/12/2022
	£15,000 


	03
	Insufficient Lights
	Providing new lights of two types- dim lights and bright ones
	Reassuring customers that their feedback has been taken seriously
	1 month
	20/12/2022
	£14,000 


	04.
	Room Layout
	Changing the bed arrangements and TV sets
	Increase guest convenience
	3 months
	20/02/2023
	£250,000 


	05
	Menu
	Inclusion and vegetarian and vegan options. The costs will be related to new chef recruitment and extra raw material sourcing
	Showing customers their importance in the restaurant’s service
	2 months
	20/02/2023
	£40,000 


	06. 
	Bar set-up
	20 bar stools to be set up
	To help solo travellers enjoy a good time
	1 month
	20/12/2022
	£15,000 


	07.
	Employee Shortage for cleaning and serving dishes
	Recruiting, onboarding and developing new employees
	To increase customer service
	2 months
	20/01/2023
	£65,000 


	08.
	Disengaged employees
	Increase employee engagement activities
	To increase employee motivation and in effect reduce job rotation
	1 month for the first event, which will be recurring every 6 months
	First event within 20/12/2022
	£50,000 



Note: Figures show hypothetical estimated values
[bookmark: _Toc120056115]Recommendations
Based on the analysis performed before, several issues and their solutions have been found. But all of the issues are not of the same level of importance. So, it is important to prioritise every task and rank them in order of importance (Duric and Potočnik, 2021). The following are the activities needed to be done by the hotel to achieve customer loyalty by addressing their concerns:
· Giving the first priority to fix the broken USB ports, and telephones as they are frequently needed by guests after a long journey
· Then change the bathroom fittings and fixtures, while ensuring no mould is present on the rim of the fixtures
· Ensuring staff training regarding fast room service, frequent cleaning service in the spa and pool (every 20 minutes)
· Arranging a one-to-one interviews with all sections of employees, their supervisors and managers to identify their motivation factors
· Identifying the room layout changing needs and buying and setting up necessary items in the rooms for guests’ convenience
· Changing the lights settings in rooms, but prioritising the fixation of already damaged lights, then installing the other type
· Employing new chefs for handling the restaurant’s food better, ensure swift food serving via new waiters and ensure proper management in restaurant
· Increasing the number of tools in the bars and changing the sitting layout if guests suggest so.
· Recruiting smart, efficient and friendly customers so that they give proper services to the guests.
[bookmark: _Toc120056116]Conclusion
This consultancy report has been prepared for the Hilton Cardiff hotel, which has a very good reputation for its location, staff’s friendly behaviour, good breakfast service and room amenities. Upon having the opportunity of being appointed as the consultancy firm to address the existing and potential problems of this hotel, our Phoenix consultancy services have identified many issues that are to be solved. The hotel has an excellent location advantage, as it is nearby the airport and stations. Additionally, it is favourable for sports enthusiasts who love to enjoy rugby tournaments held in the area. Its excellent breakfast service and front-desk management system are appreciable according to customer reviews. However, this hotel is facing a staff shortage for cleaning services, housekeeping, pool and spa maintenance and restaurant services. 
As the rugby season is coming in February, 2023, the refurbishment and service development plan has been introduced in this report to help the management decide which task to accomplish first based on priority. As the repairing of the furniture and fixtures can be done earlier and will leave a good impression on the guests’ minds, these should be taken care of first. Then the cleaning issue is solved by making a routine regarding the pool, spa and conference halls. Housekeeping needs to be swift and cooperative so that they are readily available upon request. To resolve all the human resource-related issues, the staff are needed to be selected based on their skills, positivity and enthusiasm. Ensuring employee engagement of the current staff is also important, so one-to-one interviews will be helpful to identify employee motivation. Moreover, frequent appraisal, performance bonuses and staff engagement programmes will help the employees feel motivated and give their best to ensure guest service which in effect will safeguard guest loyalty.
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