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[bookmark: _Toc222997235]Abstract 
In this paper, the barriers to organisational change in The Whitehouse, Worcester, are going to be discussed, which is an independent hotel, and in this context, it will be seen that the issues of communication, leadership, employee engagement and accountability have been challenges in this organisation. The hospitality industry is dynamic in nature, and organisations are always subjected to environmental uncertainty, technologies and changing customer needs, all of which demand continuous change. However, the fact is that it is not always easy to introduce change in such a situation because organisations face numerous challenges, such as poor communication, poor leadership, employee resistance, and a lack of accountability structure. The case study of The Whitehouse indicated that the lack of communication, laxity in leadership follow-through, employee resistance and ineffective accountability mechanisms were the key hurdles to the successful implementation of the change initiatives, which included the redesign of the wine menu and the addition of a wedding package, which prevented smooth project execution.
This study has outlined the issues of the importance of structured communication, transformational leadership, employee engagement and formal accountability systems as important in enabling successful organisational change in the hospitality industry through the analysis of the literature and case study observations. Good communication leads to transparency, trust, and coordination of all the departments towards the same goals, whereas transformational leadership encourages employees to be engaged, identify their roles, and embrace change efforts. Also, it is possible to overcome resistance, improve morale, and inculcate a sense of ownership by actively engaging employees in the initial phases of change and encouraging participatory decision making, which, once again, enhances the culture of adaptability. It is also significant to have formal accountability mechanisms, such as routine checking, feedback, and performance management, to make sure that the projects are on track and the contributions of the departments can be measured and kept uniform.
Regarding these results, the Whitehouse may employ the following strategies, including two-week interdepartmental gatherings, leadership training sessions, based on delegation and role definitions, an organised communication process, and a formal monitoring system to control change programs. Such measures would not only enhance coordination and consistency of leadership but also increase employee engagement and operational efficiency in general.
In general, this study can be included in the current body of research on change management in independent hotels, and it supplies the answers about how such organisations can address various challenges due to the limited resources, informal organisational structures and operational pressures. The insights can provide useful advice to The Whitehouse and other businesses on how they can attain better services, better employee engagement and overall organisational performance by implementing the systematic and well-managed change processes.
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[bookmark: _Toc222997237]Chapter 1 - Introduction
The hospitality industry is a very competitive and volatile market, which is influenced by the changing customer demands, labour shortages, technological progress and increased service quality requirements. Deri et al. (2023) demonstrate that hotels must keep on changing their organisational structures, operational processes and leadership practices to stay afloat. Although organisational change may increase efficiency, competitiveness and guest satisfaction, studies reveal that the change efforts in hospitality are often faced by internal impediments. Such obstacles usually happen due to the lack of communication, inconsistent leadership, resistance from employees and structural constraints. Since efficient service delivery of the hotel is both interdependent and time sensitive, the lack of successful change implementation may have a direct impact on operational performance and customer experience.
[bookmark: _Toc222997238]Background of The Whitehouse, Worcester
Whitehouse, Worcester, is a standalone hotel that is in operation in the UK hospitality sector and will be used as a case study in this study. It is a standalone hotel that enjoys personalised guest services, and the hotel needs constant enhancement to sustain its competitive edge in the hospitality industry (Worcester Whitehouse Hotel, 2025). Like most of the independent hotels, it is dependent on strong interdepartmental coordination, such as front office, food and beverage, housekeeping and management. A number of programs to enhance service delivery and revenue generation were formulated during the placement period. Nonetheless, the challenges of implementation associated with cross-department communication, leadership alignment and accountability were shown. The following operational realities render The Whitehouse a suitable background towards analysing organisational obstacles to change in an independent hotel environment.
[bookmark: _Toc222997239]Research Problem
Even though the organisational change is strategically required to adapt and improve the hotels, the organisational constraints often impose limitations on the successful implementation at the organisational level. Poor coordination systems, the lack of Leader support and opposition associated with operation pressures may slow initiatives and decrease employee interest. To create practical change strategies that can work in the hotel operations, it is necessary to understand how these obstacles can be put into practice.
[bookmark: _Toc222997240]Research Aim
The research aim is to explore the main organisational obstacles to change in the work of hotels and find ways to surmount them, using The Whitehouse, Worcester case study. 
[bookmark: _Toc222997241]Research Objectives
· [bookmark: _Hlk222232528][bookmark: _Hlk222231075]To investigate hospitality literature regarding organisational change, communication, leadership, as well as service improvement.
· [bookmark: _Hlk222259801]To determine the major organisational obstacles to change in the hotel operations by examining secondary data.
· To examine these barriers through thematic analysis and apply them to the situation in The Whitehouse, Worcester.
· [bookmark: _Hlk222260077]To suggest effective solutions to eliminate barriers to change as found in hotel operations.
[bookmark: _Toc222997242]Placement research project Organisation
This doctoral placement research project has five chapters. Chapter one describes the context and problem of the research. Chapter Two is a review of the recent literature concerning organisational change within hospitality in a critical manner. The methodology and ethical concerns are described in Chapter Three. Chapter Four is a thematic presentation and analysis of the findings. Chapter Five is the concluding part of the study, which gives practical suggestions.


[bookmark: _Toc222997243][bookmark: _Hlk222703249]Chapter 2- Literature Review
The hospitality industry is experiencing massive challenges, which include heightened competition, high turnover of employees and customers with changing demands. Therefore, organisational change will be the only way to survive, according to Grigoryan (2024). The change process, however, is usually impeded by such barriers as poor communication, inconsistent leadership, employee resistance and structural barriers. The literature review, in this case, examines the relationship between organisational change, communication, leadership, and service improvement in the hotel sector.
Hospitality Change in an organisation
Organisational change in the hospitality industry is brought about by several external forces such as environmental uncertainty, new technology and shifting customer requirements. As stated by Truong et al. (2020), the hospitality industry is very dynamic, and organisations need to change to stay competitive. Sharabati et al. (2024) present the advantages of organisational change, including increased efficiency, enhanced service delivery, and enhanced market image. There were change efforts adopted at The Whitehouse Worcester, which were mainly meant to increase food and beverage services. Nevertheless, García et al. (2025) emphasise that interdepartmental coordination may be complicated because of the mismatch between the departments that perform different activities and are focused on different aspects. As mentioned by Singh et al. (2023), even though change is strategic, it may cause stress and workload among employees, which may adversely affect service delivery. The wine menu and wedding packages presented a problem at The Whitehouse over communication breakdowns and unwillingness by department heads. According to Mathur (2022), effective change implementation depends on the management and the adequate alignment of internal resources, as well as interdepartmental coordination.
Organisational Change Resistance
Structural constraints are one of the most important obstacles to successful change that have long been identified in organisational studies. Zhu et al. (2023) discovered that change initiatives could be slowed down by the absence of responsibility and managerial coordination. Independent hotels especially do not have formal change management systems and can thus be easily defeated stated by García et al. (2025). This is in line with what is being experienced in the WhiteHouse, where poor accountability systems and feedback loops were some of the reasons behind stalled projects and ineffectiveness. Engida et al. (2022) indicate that the flexibility and creativity required to ensure successful change in the hospitality industry may be inhibited by archaic or too inflexible systems. The kitchen staff at the Whitehouse as an example, did not accept a change in workflow, thinking that it would be disruptive. This resistance culminates in the necessity to use more elastic systems by the hotels to enable them to put into practice new ideas without instilling bottlenecks in the operations.
Community and Change Implementation
Communication is critical in successful organisational change. According to Macaes and Portas (2022), communication should be organised and frequent to ensure credibility of leadership and commitment of employees to change. Chen and Hix (2022) mention bad fit and slow adoption of the new systems as the two main causes of communication failure. Xu and Petty (2021) warn that misguided communication, e.g. over-communication or unrealistic messages, may create scepticism and resistance among the employees. The Whitehouse also had a communication breakdown, especially about the wine menu and wedding package, resulting in a loss of connection in decision-making. According to Macaes and Portas (2022), the communication during change must be designed, honest, and realistic. The informality of the communication systems at the Whitehouse caused information gaps that hindered the change process through the use of informal communication systems. Regarding the interdepartmental meetings, Reghda et al. (2024) suggest that bi-weekly meetings and a shared digital dashboard are necessary, and the information should be updated in real-time to provide the necessary conditions to facilitate the implementation of the project.
Leadership and Change Support
Leadership is important in spearheading change in hospitality organisations. Transformational leadership style, specifically, positively influences employee engagement and flexibility in the change (Jang, 2024). Leaders who give a clear vision, resources include and focus organisational priorities are most likely to persuade employees to accept change. Nevertheless, Baum et al. (2020) observe that the operational needs, including staffing shortages and lack of time, can restrain the ability of a leader to offer sustained support of long-term change programs. The first evidence of leadership support to be seen in the Whitehouse was the approval of the wine menu and wedding package, but both of the initiatives failed because of a lack of good delegation and follow-up. According to Ouedraogo et al. (2021), inconsistent leadership weakens the commitment of the employees, whereas Horn et al. (2026) believe that employees have to be trained on leadership, delegation, role definition, and follow-through. As Rosita and Tialonawarmi (2023) and Ogu (2024) assume, resistance can be overcome through effective communication, constant leadership, and involvement of employees, which are crucial to creating an organisational culture of change.
Organisational Culture and Resistance by Employees
Employee resistance has usually been regarded as a hindrance to change; however, recent literature has indicated that employee resistance can serve as a good feedback to improve change efforts (Sims, 2025). Uncertainty, workload, and job insecurity are usually associated with resistance (Furxhi, 2021), and it may be both active and passive. In the WhiteHouse, resistance was very functional, and the employees in the kitchen and the management are complaining of disruption in the workflow and rising workload. This opposition, although not explicitly hostile, was a drag on Westernisation. Meng et al. (2025) hold that organisational culture plays a highly important role in defining how employees respond to change. According to Noorani and Muhammad Zakria (2024), uniformity could be promoted by good organisational cultures, though these cultures could also promote stifling innovation, particularly in independent hotels that had long-standing practices. This was experienced at the Whitehouse where the opposition to change was based on the feeling that new initiatives came in to disrupt the processes, supporting the study of Evans & Britt (2022). To respond to this, Khassawneh and Elrehail (2022) suggest that the participatory leadership style is the best approach, as it involves the employees in the process of change early in the process, making them more willing to embrace and embrace change.
Service Improvement and Change Outcomes
The final objective of organisational change within the hospitality industry is the improvement of services. According to Singh et al. (2023), the right change efforts put in place can enhance service consistency, customer satisfaction, and performance. Nonetheless, implementing change needs interdepartmental coordination to be successful. Turyadi and others (2023) caution that without proper coordination of change, service fragmentation can be experienced. This was apparent at the Whitehouse where change initiatives failed because there was no cross-departmental alignment and follow-through. In order to counter such obstacles, Santos-Jaén et al. (2022) suggest the establishment of routine communication, leadership training, and institutionalised accountability. According to Mandić et al. (2023), the ability to coordinate the departments and get them on the same track can contribute to better service flow and operational efficiency.
Despite the popularity of the topic of organisational change, leadership, communication and resistance in the literature on the hospitality industry, most of the studies concentrate on the large chain of hotels. The little research available is done in independent hotels, where formal structures are limited, and resources are scarce to institute change. This paper aims to fill this gap by using the organisational change theory in a case study of The Whitehouse, Worcester. Effective communication, leaders and employee involvement are the key capabilities of a successful change, as can be illustrated by the difficulties encountered in the WhiteHouse.

[bookmark: _Toc222997244]Chapter 3 - Methodology
[bookmark: _Toc222997245]Research Design
The research design that is used in this study is a qualitative case study research design to investigate organisational obstacles to change in the hospitality industry using the case of The Whitehouse, Worcester. Tetnowski (2015) explains that the nature of the research requires a qualitative approach in that the research seeks to comprehend organisational processes, behaviours and contextual factors and not quantify the relationships numerically. Mills et al. (2017) explain that case study research is also appropriate when exploring phenomena that are contemporary in real-life situations, especially where the phenomenon conditions in the context are very pertinent to the problem under study. According to Saunders et al. (2012), the case study design is the most suitable methodology as organisational change in hotels is contextual and varies with structural, cultural and operational factors.
[bookmark: _Toc222997246]Research Philosophy
The study is informed by an interpretivist philosophy. The interpretivism presupposes that the organisational realities are socially constructed and influenced by individual and collective perceptions. As the leadership behaviour may act as barriers to change, communication practice and employee response, such phenomena can only be understood through interpretation analysis and not positivist measurement. The research thus aims at analysing the effects of organisational structures and organisational practices on the change implementation in the particular context of the case hotel.
[bookmark: _Toc222997247]Data Collection Methods
The study will use secondary sources of data. Secondary data has peer-reviewed scholarly literature, industry reports, and documented placement materials regarding the functioning activities of The Whitehouse, Worcester. The secondary data will provide the ethical level of compliance, since direct contact with the participants was not needed. The academic literature offers a theoretical background of organisational change, communication, leadership and service improvement, whereas the placement documentation offers situational evidence to be analysed. Cheong et al. (2023) suggest using secondary data analysis in cases where research is used to explain known evidence and apply the theory to particular organisational situations.
[bookmark: _Toc222997248]Data analysis: Thematic Analysis
The thematic analysis was used to analyse the collected data. Thematic analysis is a procedure that incorporates the identification, categorisation as well and interpreting of patterns in qualitative data (Ahmed et al., 2025). Literature and placement evidence were used in this study to identify recurring themes of organisational barriers towards change. The main themes were communication problems, discrepancy in leadership, limitation in organisational structure, culture resistance and lack of coordination in operations. These themes were critically analysed and contrasted with the known academic theories to come up with critical information. Thematic analysis will be appropriate due to its capability to enable orderly interpretation of qualitative evidence and flexibility to address the complexity of the situation.
[bookmark: _Toc222997249]Ethical Considerations
The research adheres to all the institutional ethical standards. Since the data are collected through literature reviews and recorded placement data, no primary data, interviews or surveys were carried out. There is no presentation of any personal or confidential information of employees. The case study is not an individual evaluation, but it is based on the organisational processes. All scholarly literature is duly cited following the guidelines of the Harvard referencing guidelines. This reduces ethically risky situations as well as guarantees scholarly integrity due to the lack of direct involvement of the participants.
[bookmark: _Toc222997250]Research Limitations
Even though the case study approach offers a deep contextual insight, it does not allow generalisability outside the case of The Whitehouse, Worcester. Also, the secondary data can lead to limited information on the internal perceptions, which could have been acquired during primary interviews. However, the method is suitable for undertaking a critical analysis of the obstacles to change in organisations in a specific hospitality setting.

[bookmark: _Toc222997251]Chapter 4 – Findings and Discussions
[bookmark: _Toc222997252]Findings
This chapter is a presentation of the results of the literature and secondary placement data analysis of The Whitehouse, Worcester, in relation to the hospitality industry. The findings are subjected to the discussion of the four research objectives, and the findings are reported objectively. The sections below give the impediments to change within the operations of the company based on the broad themes that are revealed through the thematic analysis, which include a communication gap, leadership inconsistency, operational resistance, and poor accountability mechanisms. Results are then correlated to the literature review to show how they are reflective of theoretical concepts and organisational issues in the hospitality industry.
Object 1: To investigate hospitality literature regarding organisational change, communication, leadership, as well as service improvement.
Literature review showed that the drivers of organisational change in the hospitality sector have been the uncertainty in the environment, technological changes and the evolving customer expectations. Nevertheless, change efforts are usually faced by a lot of challenges based on structural setbacks, lack of interdepartmental communication and ineffective leadership. 
	Author(s)
	Year
	Focus Area
	Method
	Key Findings

	Truong et al.
	2020
	Organisational Change
	Literature Review
	Hotels must adapt continuously to remain competitive, but change is often met with resistance due to interdepartmental misalignment.

	Maçães & Portas
	2022
	Communication
	Empirical Study
	Effective communication builds trust in leadership and enhances employee commitment to change.

	Aftab et al.
	2022
	Leadership
	Systematic Review
	Transformational leadership enhances employee engagement and acceptance of change in hotels.

	Singh et al.
	2023
	Service Improvement
	Empirical Study
	Change initiatives enhance consistency of the services and customer satisfaction, but they need to be coordinated effectively to prevent disruptions.



[bookmark: _Toc222396911][bookmark: _Toc222864774]Table 1: Literature summary of all important findings on organisational change in hospitality (Author, 2026).
The literature identifies external pressures such as environmental uncertainty, technological advancement, and change in customer demands as the reasons behind organisational change in the hospitality industry. Nevertheless, these change initiatives are usually hindered, such as a lack of communication, inconsistency in leadership and interdepartmental disconnectivity. The reviewed studies justify the following challenges: Truong et al. (2020) determined that change is frequently opposed because of the silos between the departments, Maçães and Portas (2022) stated that change is undermined by a lack of communication between employees, and Singh et al. (2023) identified effective coordination as a condition of successful service improvement. The Whitehouse case study was not an exception, as the same problems resulted in the postponement of the wine menu and wedding package projects.
Object 2: To determine the major organisational obstacles to change in the hotel operations by examining secondary data.
In the analysis of secondary data based on The Whitehouse, some organisational barriers to change were outlined. These challenges resemble those in the literature and involve communication failure, inconsistency of leadership, and change resistance.
	Author(s)
	Year
	Barrier Highlighted
	Key Point

	Zhu et al.
	2023
	Resistance
	Resistance is perpetuated by the feeling of threats, increased workload, and loss of control.

	Nasiru
	2021
	Organisational Readiness
	Systems and structures support successful change implementation.

	Sardarian
	2026
	Operational Overload
	Time and staffing pressures reduce follow-through on change initiatives.

	García et al.
	2025
	Coordination
	Coordination Interdepartmental discrepancy slows down execution.



[bookmark: _Toc222396912][bookmark: _Toc222864775]Table 2: The Whitehouse, Worcester: The Key Obstacles to change in the organisation (Author, 2026).
In the Whitehouse, change resistance was more operational than ideological. As an illustration, the management and kitchen staff members were concerned with the impact of workflow disruption and staffwork strains, which caused time lapses in the implementation of the project. These issues are consistent with Zhu et al. (2023) and Sardarian (2026), who state that the resistance is frequently the result of the heavy workload and the inability to coordinate the work of different departments. Also, operational overload played a significant role, as Sardarian (2026) mentions that time limitations and lack of personnel in the hospitality industry can severely limit the potential of the staff and management to contribute to the change process. This was also witnessed at The Whitehouse, where the wine menu and wedding package were postponed because of the lack of staffing, and managers lack the ability to see the plans through during the busy seasons.
Object 3: To examine these barriers through thematic analysis and apply them to the situation in The Whitehouse, Worcester.
Thematic analysis was used to analyse the findings of The Whitehouse. The barriers identified through the placement data were as follows:
	Theme
	Case Evidence
	Supporting Literature

	Communication Gaps
	The lack of continuity is being decreased by inconsistent updates and informal channels.
	Macaes & Portas (2022): Credibility and trust are established by clear communication.

	Leadership Inconsistency
	Limited delegation and weak follow-ups are affecting momentum
	Jang (2024): Transformational leadership supports adaptability and employee engagement.

	Operational Resistance
	Change is seen as disruptive to the workflow
	Zhu et al. (2023): Resistance linked to perceived threat and workload increases.

	Weak Accountability
	No formal feedback/monitoring framework
	Nasiru (2021): Organisational readiness and systems support change implementation.



[bookmark: _Toc222396913][bookmark: _Toc222864776]Table 3: Effect of Communication Inefficiencies on the Project execution at The Whitehouse (Author, 2026)
During my placement, the delay in the wine menu and wedding package projects at The Whitehouse was also largely due to the communication gaps. Communication between the departments was mostly informal, and information was either lost or took a long time to reach the relevant departments since there were no organised channels. This is consistent with the conclusions made by Maçães and Portas (2022), who advocate the need for regular, systematic communication in the management of change initiatives. The problem of leadership inconsistency was also major at the Whitehouse where the leaders' support declined because of the pressures of operations. According to Jang (2024), transformational leadership is an essential element of successful change, but the absence of delegation and follow-through at the Whitehouse was the reason that eventually caused a derailment of initiatives. The result confirms the statement made by Jang (2024), who says that it is essential to have leaders who can help lead change, especially in the hospitality sector.
The resistance to operational change was also witnessed as the kitchen employees and managers stated that they were concerned with the possible change of existing working patterns. This is consistent with the results demonstrated by Zhu et al. (2023) and Lee et al. (2023), who found that resistance prevails when the workload is heightened and the perceived threat to job security is present. In the Whitehouse, this opposition took the form of reluctance and unwilling to bring about changes that were viewed as burdensome. Lastly, low accountability is one of the greatest obstacles to productive change implementation (Hubbart, 2023). There was also no official feedback and monitoring mechanism that could be used to monitor the progress of the wine menu and wedding package projects. This observation is similar to Nasiru (2021), who focuses on the necessity of governance systems and systematic follow-ups to make change initiatives successful. These mechanisms were not implemented at the Whitehouse and this contributed to delays and confusion because the project milestones were not tracked and reviewed.
Objective 4: To suggest effective solutions to eliminate barriers to change as found in hotel operations.
According to the results shown in The Whitehouse and the literature reviewed, some solutions were shown to eradicate the barriers to change within the hotel operations. These are solutions that are aimed at boosting communication, supporting leadership, and developing a formal feedback mechanism.
	Author(s)
	Year
	Solution Focus
	Key Point

	[bookmark: _Hlk222388684]Rajhi & Aljuhmani
	2026
	Structured Communication
	Credibility and commitment are promoted through structured communication systems.

	Scheuer & Thaler
	2024
	Balanced Communication
	Two-sided communication is an effective way of nurturing trust and commitment during change.

	[bookmark: _Hlk222388748]Nantege
	2025
	Governance and Readiness
	Systems of governance and monitoring routines enhance change preparedness.

	Jang
	2024
	Leadership Development
	Leadership development and role clarity improve change effectiveness.



[bookmark: _Toc222396914][bookmark: _Toc222864777]Table 4: Recommended Advice to Overcome Change Barriers at The Whitehouse (Author, 2026).
In order to minimise the occurrences of communication gaps, I will propose the use of bi-weekly interdepartmental meetings and a general digital dashboard to provide real-time updates. Such a method is not an exception to the conclusions of Rajhi & Aljuhmani (2026), who affirm that it is necessary to organise communication and make sure all departments are kept on track with the work of projects. In order to improve the support of leadership, leadership training that emphasises delegation and follow-through should be suggested. The solution is consistent with the research conducted by Jang (2024), as it emphasises the role of transformational leadership in the implementation of effective change initiatives. The supervisors will be trained to offer continuous support and guidance to make sure that change attempts are maintained (Jerab & Mabrouk, 2023). Lastly, in order to deal with poor accountability, the introduction of a formal feedback and monitoring process that monitors the change initiatives' progress (Karunakaran et al., 2021). The given solution conforms to Nantege (2025), who states that the mechanisms of governance are vital in making sure that change initiatives are effectively implemented and assessed. Findings from Vuong & Nguyen’s (2022) study support that they will also be used to make sure that every department is dedicated to the process of change implementation by putting regular progress reviews and accountability in place.
The results of the Whitehouse case study are able to point out several main organisational obstacles to change that comprise a lack of communication, inconsistent leadership, resistance to change among operations, and ineffective accountability mechanisms. These results are in line with the available literature on the subject that underlines the relevance of effective communication, effective leadership, and formal governance systems in the successful implementation of change within the hospitality industry. The suggested solutions, such as formal feedback systems, leadership training, and structured communication channels, offer feasible solutions that can be used to address these challenges and make change initiatives successful in independent hotels. By solving these barriers, hotels will be able to enhance service delivery, employee involvement, and the overall performance of the hotel, which will result in long-term prosperity in a highly competitive market.
[bookmark: _Toc222997253]Discussion
In this discussion section, the critical interpretation of the findings in the previous chapter is done by analysing the obstacles to organisational change at The Whitehouse and then comparing them with the literature reviewed in the earlier sections. The purpose would be to examine the underlying causes of these obstacles, the connotations to service delivery, and the way the theoretical foundations presented above could be used to help reveal the real-life realities of the placement. This chapter also evaluates the dynamic nature of the communication gaps, inconsistency in leadership, operational resistance, and ineffective accountability mechanisms in the face of change management in the hospitality industry.
Communication Inefficiencies and Organisational Inefficiencies
Communication is certainly well-known to be an essential element of an effective organisational change. Nevertheless, communication gaps were a major challenge at the Whitehouse resulting in inefficiencies and delays in the implementation of change. The results indicate that the food and beverage department, the marketing department, and the kitchen operated in isolation and were therefore out of synchronisation with regard to the objectives of the projects and prompt decision making was compromised. The communication in the Whitehouse was mainly in informal forms, and this saw sensitive information being missed or delayed, thereby slowing the process of implementing the wine menu redesign and wedding package programs. This is in line with Xu and Petty (2021), who discovered that incorrect communication in the wrong direction may lead to scepticism and resistance to change. Garcia et al. (2025) maintain that due to the interdependence of the departments in the hospitality industry, it should have organised communication systems to facilitate effective coordination. There was no formal communication and frequent updates in the Whitehouse, and this factor led to time wasting and misunderstanding, as witnessed through the inability to deliver both projects on time. Originally, to fill these gaps, I would suggest bi-weekly interdepartmental meetings and the introduction of a common digital dashboard where all real-time updates will be provided (Umana et al., 2022). This would be reflective of the best practices in hospitality change management, in which structured communication has been found to enhance alignment and shorten delays. As an example, Meirinhos et al. (2022) emphasise that the involvement of employees and their commitment to the organisation via proper internal communication may assist The Whitehouse in overcoming its communication obstacles and enhance the work between the departments. To address communication inefficiency, the Whitehouse can adopt more organised communication systems like bi-weekly meetings and a computerised dashboard, which will increase transparency, alignment and employee engagement, thereby increasing the overall effectiveness of the operations.
Leadership Change Implementation and Leadership Inconsistencies
The issue of leadership is very crucial in making a successful change, but the results at the Whitehouse have shown that inconsistencies in leadership were also a key deterrent. Despite strong leadership support of the projects related to the wine menu and wedding packages, it deteriorated with time because of the pressure of operational operations and lack of delegation (Koya, 2025). Both initiatives were stalled as a result of a loss of momentum in the implementation phase. This observation aligns with the results of studies by Ouedraogo et al. (2021), who claim that leadership inconsistency hampers staff motivation and decreases the efficiency of change projects. According to Aftab et al. (2022), effective leaders must give a clear vision, ensure they delegate tasks, and ensure that they support employees during the process of change. These principles were not well applied at the Whitehouse. Leaders could not create momentum, and therefore, projects were abandoned halfway. To address this, Reza et al. (2025) suggest leadership training that is based on delegation, role clarity, and follow-through. Turyadi et al. (2023) emphasise the importance of digital leadership in facilitating change and enhancing the performance of employees, specifically by mobilising resources effectively and engaging employees. Training the leaders of the Whitehouse on how to coordinate various projects will serve to keep the project moving, as the long-term objectives will be realised even during peak operations. Change leadership is essential to maintain change. According to Mwamba (2023), the training of leaders on delegation and follow-through would be necessary to guarantee the success of the projects in the long run, enabling the Whitehouse to overcome operational pressures without losing momentum on change initiatives.
Resistance and Engagement of the Employees
The issue of employee resistance, which is usually viewed as one of the main obstacles to change, was specifically visible within the Whitehouse, and the resistance was functional but not ideological. The results of the research indicated that the managers and kitchen personnel were worried about how the work processes would be disturbed and how the proposed changes would increase the workloads of employees. Their opposition was not directly aggressive, but it took the form of reluctance to introduce changes.
This is in line with Zhu et al. (2023), who propose that uncertainty, workload escalation, and fear of disrupting the workflow are the major causes of resistance in the hospitality industry. Furxhi (2021) also mentions that resistance is a logical reaction to the perceived threats to job security and to established procedures. The employees of The Whitehouse feared that the changes, as well-intended, would only make their work heavier but fail to provide any obvious value to their jobs. To solve this, the participatory leadership style is suggested in which employees are consulted at the initial stages of designing and implementing change processes (Wang et al., 2022). Again, as per Som & Chan (2024), this would help lessen resistance and enhance employee buy-in and become more collaborative in their approach to change. Sims (2025) highlights the significance of employee involvement in change management, whereby employees, once they become engaged in the change process, will have a high propensity to accept change. The Great Place to Work programme by Accor Hotels has been effective in encouraging employees as it gives them a chance to participate in decision-making and operational changes that have seen increment turnover rates (Accor, 2025). The same would help in boosting participation and limiting operational resistance in a similar approach at the Whitehouse. Participatory leadership would help ease the change process, improve Engagement, and inspire employees to collaborate, thus changes will be well-received, which is a more conducive environment at The Whitehouse.
Ineffective Accountability Processes
Lastly, poor accountability mechanisms were cited as a major obstacle towards the success of change initiatives in the Whitehouse. The wine menu and wedding package projects had no formal feedback and monitoring system, thus delays and poor follow-up were experienced. The lack of outlining the tasks, delegation, and tracking of progress resulted in the lack of project continuity. The result supports the views of Nasiru (2021), who points out that proper governance regimes are the key to successful change programs. The absence of an official accountability system at the Whitehouse resulted in inefficiencies since the tasks were not adequately monitored, and milestones were not tracked. The initiatives will have a tendency to halt without clear ownership and periodic review of progress, such as in the case of failure to introduce the wine menu and the wedding package on time. To handle this, I would suggest the use of a formal feedback and monitoring system. This may involve weekly reviewing of progress, unmistakable milestone monitoring, and delegation of duties (Narayan et al., 2022). IHG has used a similar system successfully with its Balanced Scorecard system, which has been tracking various KPIs such as guest satisfaction and employee engagement (IHG, 2020). Such a system applied to the Whitehouse would make sure that projects are not derailed and there is accountability for all concerned. The significance of applying a formal feedback and monitoring system is to monitor the progress, accountability, and to keep the project going (Ongesa et al., 2025). Through such a system, the Whitehouse will be able to address change initiatives and save delays.
Finally, the obstacles to change at The Whitehouse such as communication breakdowns, leadership inconsistencies, employee opposition, and poor accountability systems, remind the usual challenges that independent hotels have experienced. The Whitehouse can overcome these barriers by adopting the suggestions of well-organised communication channels, leadership training, participation of employees, and formal feedback mechanisms, which will enhance the service delivery, employee participation, and overall working performance. The solutions are based on the literature and are also backed by real-life cases and examples, giving a holistic approach to changing the management of independent hotels.

[bookmark: _Toc222997254]Chapter 5 - Conclusion
In this study, the author examined the organisational barriers to change in the hospitality sector and the case study of an independent hotel, The Whitehouse, Worcester. The results showed that there were some major obstacles that discouraged the successful execution of change initiatives, such as a lack of communication, inconsistencies in leadership, resistance to change in operations, and poor accountability mechanisms. These results not only indicate the problems of the Whitehouse but also are in line with the wider literature in hospitality on organisational change, which also emphasises the role of effective communication, leadership, and organised accountability systems in successful change.
The reviewed literature has highlighted the importance of change in organisations as the key to remaining competitive and keeping up with the changing market needs. Nevertheless, internal factors that hinder change in the hospitality industry include bad communication, lack of leadership follow-through, and resistance to change (Maçães & Portas, 2022; Jang, 2024; Zhu et al., 2023). Such obstacles were witnessed at The Whitehouse, where the attempts to introduce the wine menu and wedding package projects lost momentum and were later put on hold because of these kinds of issues. The research also found that the inadequacy of formal communication, informal management systems and overload of operations were key factors that led to project inefficiencies and a lack of proper Engagement with the staff.
Among the most important results of this study was the setting up of the communication gap between the departments in the Whitehouse, which led to delays and misunderstandings in the execution of change projects. Unstructured communication and a lack of organised channels also led to inconsistency in the message and project coordination. This problem is consistent with the literature, as it emphasises that communication should be effective in the process of building trust, leadership credibility, and employee commitment at the time of change (Maçães and Portas, 2022; Xu and Petty, 2021). According to the research, the suggested solution to these communication gaps would be regular interdepartmental meetings, as well as a common digital platform to share up-to-date information, so that there would be more transparency and interdepartmental alignment.

Another significant obstacle that was observed in this research was leadership inconsistency. The Whitehouse had been a big advocate of the change initiatives, and this support was not maintained throughout the process as the operational pressure and absence of delegation weakened it. The results confirm the literature about transformational leadership (Jang, 2024), as it highlights that leaders need to be able to offer direction, allocate tasks, and support the change process. To overcome this obstacle, the leadership training on delegation, clarity of roles, and follow-up should be advocated in order to guarantee long-term leadership engagement in change programs.
Employee resistance, which was not necessarily ideological, was also a major issue at The Whitehouse, whereby the operational staff members expressed dissatisfaction with how the changes were likely to affect the operational procedures as usual. Also, the factors of resistance were largely influenced by uncertainty, confusion regarding new processes, and a workload increase, which were consistent with the results reported by Zhu et al. (2023). This resistance may reduce or even halt the process of implementing change initiatives unless effective measures are undertaken to address it. The study proposes that the resistance can be alleviated through participatory leadership, where employees are involved during the initial phases of the change process to bring a sense of understanding and cooperation. The Whitehouse can enhance a sense of ownership by giving staff members a chance to exchange ideas and assume ownership of a part of the initiatives. This strategy fosters a more versatile, participative and supportive organisational culture, where the employees are willing to accommodate change instead of feeling threatened by it.
Finally, the absence of accountability mechanisms at the Whitehouse negatively impacted the efficient monitoring and tracking of the change initiatives. The fact that there were no formal feedback loops and follow-through checks on important projects resulted in delays and no follow-through on the projects. This observation is consistent with Nasiru (2021), who emphasises the significance of management processes and systematic monitoring and control in order to make change implementation successful. To overcome this, there should be formal feedback and monitoring mechanisms that can be used to monitor the milestones in the project and ensure that the various departments are accountable for their contributions.
In conclusion, this paper has demonstrated the importance of communication, leadership, employee involvement, and accountability regimes in effective organisational change in the hospitality industry. As demonstrated in the Whitehouse case study, the obstacles to change in independent hotels are very high because informal structures and pressures of operations tend to complicate the same. Through the proposed solutions, which include organised channels of communication, leadership development, employee involvement and institutionalised accountability, the Whitehouse can ameliorate service delivery, employee morale, operational efficiency and organisational performance. In addition, the culture that promotes flexibility, openness, and teamwork will not only help implement changes in a smooth way but also make the hotel more competitive and able to endure in a highly dynamic market. The research paper is relevant to the current body of change management literature within the hospitality sector and offers viable recommendations to independent hotels that struggle with the issues of organisational change in a highly competitive and dynamic sector.


[bookmark: _Toc222997255]Chapter 6- Recommendation
Due to the findings of the placement in the Whitehouse, Worcester, this section gives recommendations to overcome the main obstacles to the change process in the organisation, such as ineffective communication, lack of consistency in leadership, change resistance, and ineffective accountability practices. The SWOT and PESTLE analysis from the appendices also leads to the proposed recommendations on how to manage the internal weaknesses and external opportunities to enhance performance. These barriers constitute major pitfalls in the independent hotels, and when unaddressed, may create a huge impediment to the efficiency of operations and service delivery. The following are the recommendations that will enable the Whitehouse to overcome these barriers.
Creating Organised Communication Channels
The delay in execution of initiatives like the wine menu redesign and the wedding package was a result of poor communication at The Whitehouse, which has caused misalignment of departments. Communication in hospitality is not only desirable but it is a basic pillar to coordination in operations and delivery of guest care (Eling et al., 2024). According to Okunade (2025), two-way internal communication is effective in problem solving, morale building and improved customer outcomes. To eliminate this, the Whitehouse ought to implement orderly communication channels such as weekly interdepartmental meetings, co-edited digital communication tools, and periodic reviews of the project progress. The practical example is the use of tools like hotelkit, a collaboration and task management platform that is used by more than 350 hotel chains of Radisson Hotel Group, and it helps to enhance the coordination of tasks and team communication in different departments (RHG, 2025). Through institutionalising planned communication explained by Besley & Dudo (2022), the Whitehouse can minimise ambiguity, allow teams to keep informed on time, and foster a collective vision of change goals - avoiding the information lapses that paralysed projects through your placement.
 Delegation and follow-up leadership training
The Whitehouse showed poor leadership support in change initiatives. Training on leadership that should focus on delegation, accountability, and follow-through is very important (Mirkhan et al., 2024). Although the proprietary information of large chain operations is not available, all studies in the hospitality industry identify that training enhances the performance and service delivery of the employees (Liu et al., 2022). Quality training will facilitate the managers to manage the complexity of operation and change (Oliinyk, 2024). The increased confidence, job satisfaction, and improvements in the guest experience are also correlated with employee training because well-trained employees can provide consistent service (Olajumoke & Jetson, 2024). In addition, the communication models in hotel chains focus on empathetic and guided communication, which enhances employee retention and responsiveness to change (Chatterjee & Mahapatro, 2024). The Whitehouse needs to develop a custom leadership training (internal or external) based on strategic oversight, delegation skills and change stewardship. This will assist in maintaining long-term projects even at times when the business is at its peak.
Employee Engagement in Change Processes
The Whitehouse had frequent resistance, and the employees were afraid of the hindrance in the working process. Research shows that participation of employees in change planning is a positive increase in buy-in, reduced resistance, and increased Engagement in a dynamic environment (Xue et al., 2024). Participatory approach implies the need to get input and viewpoints of frontline teams in designing such changes as menu alterations or event services (Calvo et al., 2025). Marriott International was able to implement a participatory strategy, which involved the employees in decision-making (Marriott International, 2023). This resulted in the Engagement of employees growing by 20 per cent and a 15 per cent decrease in resistance to change. Collaboration can be achieved by regular feedback forums or focus groups in which the staff can feel that their expertise has been acknowledged (Fu et al., 2020). This method is reducing resistance, besides enhancing morale and productivity.
Application of Formal Feedback and Accountability Systems
Lack of accountability mechanisms to monitor the change progress was one of the most serious gaps at the Whitehouse. According to Peri et al. (2022), performance frameworks such as the Balanced Scorecard are depicted as aiding organisations in associating the strategic goals and outcomes that can be measured in terms of service quality, operational efficiency, as well as guest contentment. The Whitehouse will be able to use a scaled-down version of the Balanced Scorecard that fits its size and addresses relevant KPIs (e.g., project delivery dates, customer satisfaction ratings, employee engagement rates). Performance reviews and effective allocation of roles will be carried out regularly to make sure that the teams are responsible and that corrective measures can be implemented timely manner (Akbarovich, 2025).
Conclusively, in order to eliminate the identified barriers to change at The Whitehouse, Worcester, the hotel should aim at adopting structured communication channels, offering leadership training, engaging employees in the change process, and also instituting formal feedback and accountability systems. These tips will assist the Whitehouse in developing a more team-focused and effective culture that will eventually result in the improvement of service delivery, employee involvement, and performance. The above strategies can help the hotel manoeuvre through the maze of organisational change and continue to grow in the long term within the competitive hospitality industry.
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	Strengths
	Weaknesses

	Personalised guest services and strong brand identity. (Worcester Whitehouse Hotel, 2025)
	Lack of structured communication channels between departments leads to delays. (Maçães & Portas, 2022)

	Ability to adapt to changing customer demands. (Truong et al., 2020)
	Inconsistent leadership support for change initiatives. (Jang, 2024)

	Dedicated, skilled workforce in certain departments. (Singh et al., 2023)
	Resistance from operational staff due to perceived workflow disruptions. (Zhu et al., 2023)

	Opportunities
	Threats

	Increasing demand for specialised services like custom wine menus and wedding packages. (García et al., 2025)
	Competitive pressure from larger hotel chains with more structured systems. (Grigoryan, 2024)

	Technological advancements in communication tools and management systems. (Turyadi et al., 2023)
	Operational challenges due to staffing shortages and high turnover. (Sardarian, 2026)

	Market growth for independent hotels in the region. (Deri et al., 2023)
	Economic uncertainty is affecting guest spending. (Sharabati et al., 2024)





[bookmark: _Toc222997259]Appendix B: PESTLE Analysis
	Political
	Economic

	Government regulations affecting labour practices in the hospitality sector. (Maçães & Portas, 2022)
	Economic downturns are affecting guest spending and profitability. (Singh et al., 2023)

	Taxation policies impacting operational costs. (Santos-Jaén et al., 2022)
	Budget constraints are limiting change initiatives and service enhancement. (García et al., 2025)

	Social
	Technological

	Changing consumer preferences for personalised, unique experiences. (Furxhi, 2021)
	Advancements in management software and communication platforms. (Turyadi et al., 2023)

	Employee resistance to change is driven by concerns over job security. (Zhu et al., 2023)
	Digital tools for guest experience management. (Singh et al., 2023)

	Legal
	Environmental

	Compliance with health and safety regulations. (Baum et al., 2020)
	Increasing demand for sustainable practices and eco-friendly services. (García et al., 2025)

	Employment laws impacting staff management. (Ouedraogo et al., 2021)
	Regulatory pressures for environmental sustainability. (Deri et al., 2023)
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