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Executive Summary
The hotels and the hospitality industry in the UK are constantly growing in terms of potential and management accountabilities, as well as contemporary rising challenges. In this report, an evaluation has been made on the functioning of Hilton as a brand, especially focusing on its Cardiff subsidiary. The Hilton Cardiff Hotel is located in the city centre of Cardiff, United Kingdom. The location on the one hand provides a grand view of Cardiff Castle, on the other hand, the city centre location creates high traffic and noise in the region. However, the company provides a luxury service to high-end local and business customers through providing premium quality services. The hotel is also strategically located within walking distance of several tourist spots, creating a high service demand for the hotel. However, with these aspects, the company and the hotel also face challenges regarding increasing competition in the hotel service industry and sustainability accountabilities, as well as labour shortage issues. In addition, the paucity of qualified candidates, attributable in part to Brexit and changing workforce expectations, induces difficulty in filling critical positions, including housekeeping, food services, and front desk management.
This report covers staffing deficiencies and recruitment issues at Hilton Cardiff. Internal and external factors were revealed by a SWOT analysis, followed by a TOWS matrix and STEPPLE analysis to consider environmental impacts. Lewin’s Change Theory and the ADKAR model were used to map out structured approaches to change. Strategic proposals included local collaborations, improved employer branding, technology adoption in HR, flexible work arrangements, training, and office enhancements. A preliminary implementation cost of £113,000 was outlined and examined, showing the prospects for enhanced service standards, staff retention, and business effectiveness. These strategies are geared to develop a robust workforce and maintain Hilton Cardiff’s competitive advantage.
This consultancy report has been created to find a solution to the fundamental problem of workforce shortages and recruitment difficulties at Hilton Cardiff, a top-class hotel located in the centre of Wales. Although the hotel benefits from a prime location, robust brand image, and quality services, it is now experiencing mounting challenges in recruiting and retaining quality staff, a widespread issue throughout the hospitality sector in the post-pandemic period. These staff problems, if unresolved, represent an immediate risk to service quality, operational effectiveness, and the future reputation of Hilton Cardiff. The report starts with a comprehensive SWOT analysis, highlighting the internal strengths and weaknesses of the hotel and external opportunities and threats. This was later narrowed down by a TOWS matrix, which suggested implementable strategies that use Hilton’s strengths to counter threats and use opportunities to compensate for weaknesses. A STEEPLED analysis gave an in-depth view of macro-environmental drivers and social, technological, and economic trends that influence the recruitment environment. Moreover, there is a rising concern for staff shortages occurring in the hotels, these weaknesses can lead to further threats, including competition from rising luxury service providers in the market, economic issues arising from a lack of market accountability and increasing maintenance costs in the hotel’s operations and issues from a changing sustainability trend in travel. In order to tackle the issues emphasized, the report engaged into two well-known change management theories being Lewin’s Change Management Model, and the ADKAR Model. The models established the organization of the proposed transformation strategy, giving a planned method to initiate change. Lewin’s model emphasised the requirement to unfreeze current practices, involve into the process of change, and refreeze improved staffing events, while ADKAR was based on structure awareness, desire, knowledge, aptitude, and support at a basic level. Seven coordinated suggestions were provided in the report. They comprised establishing alliances with schools, launching an employer brand campaign, embracing HR, and scheduling software, offering flexible work options and referral rewards, training workers, improving employee facilities, and inserting satisfaction tracking software. Each of the suggestions was supported with an estimated budget and elaborated in a realistic action plan to offer realistic and measurable implementation within specific times.
In order to direct the change process, two established theoretical models, Lewin’s Change Management Theory and the ADKAR Model, were used. These theories form the basis of the practical suggestions and provide assurance that these are aligned with organisational as well as individual behavioural requirements. The central suggestions are the development of partnerships with local education establishments, the reinforcement of employer branding, investment in HR technologies, the provision of flexible working systems, and the improvement of welfare for staff. A full action plan and realistic budget of £113,000 will aid the delivery of the measures. The final report concludes that, implemented properly, these recommendations will not only fix Hilton Cardiff’s immediate staffing problems but also provide long-term gains like enhanced staff morale, better retention levels, stability of operations, and continued customer satisfaction. The consultancy team thank Hilton Cardiff for this partnership and hopes to be given any future opportunities to aid its future success.
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In the fast-paced hospitality industry today, staffing and recruitment are still among the most daunting issues confronting business continuity and service delivery. For Hilton Cardiff, a high-end hotel right in the centre of the Welsh capital overlooking Cardiff Castle, personnel-related concerns have also become a critical operational issue. Although it is under the internationally acclaimed Hilton brand and provides superior quality amenities and service, the hotel is facing frequent staff shortages and recruitment challenges that compromise its capacity to uphold service excellence and brand reputation (Gawlinski and Otto, 2023). They not only compromise guest satisfaction and operational effectiveness but also impose long-term pressure on business continuity, especially in an industry where customer experience takes centre stage. The hospitality industry, as it was already impacted by post-pandemic labour shortages, increased operational expenses, and changing employee needs, has experienced increased competition for expert staff. The city-centre location of Hilton Cardiff, though beneficial for guest attraction, reflects constraints like noise disruption, constrained onsite parking, and difficulty in drawing budget visitors and prospective workers with desires for flexible, equitable work environments. In addition, the hospitality industry has seen recruitment affected more by demographic trends, socio-economic shifts, and the popularity of other employment models offered by firms like Airbnb (Shaw, 2021). These wider external pressures have exacerbated Hilton Cardiff’s internal recruitment issues and require a strategic response in order to attract, develop, and retain human capital. The services of the hotel reflect sustainability and local sourcing, and the restaurant of the company serves modern Welsh and British cuisine. The business travellers are regular customers of this hotel and benefit from seven versatile meeting rooms. The hotel also has a ballroom that can accommodate up to 350 guests for an enjoyable night of enjoyment (Eventtravel.com, 2025). The hotel also has a 24-hour room service that is proven to be significantly useful for the accommodation of hotel’s accommodation services. 
In response to these issues, this report takes the consultancy-driven approach based on both theoretical frameworks and pragmatic analysis. The report starts with a SWOT analysis, examining Hilton Cardiff’s strengths, weaknesses, opportunities, and threats, which reflect internal resources and external pressures on recruitment. This is then followed by a TOWS matrix that formulates strategic responses by matching internal capabilities with external possibilities. A STEEPLED analysis is also conducted to examine the broader macro-environmental influences, and political, economic, technological, and social factors, which determine labour market dynamics and drive employee expectations in the hotel industry (Yadlapalli, ARahman and Gopal, 2022). The report synthesises two well-known change management models, Lewin’s Change Management Theory and the ADKAR Model, to offer a framework for the implementation of change. These models provide guidance on how Hilton Cardiff can raise awareness, prepare people, and institutionalise the improvement of recruitment and staffing. The grounding of analysis in these theories ensures that any strategy being suggested is not just doable but also organisationally and psychologically feasible.
A step-by-step section of recommendations ensues, presenting tangible solutions like collaborating with local schools to obtain future talent pipelines, embarking on an employer brand campaign to increase awareness, and applying human resource technology to automate the recruitment process (Doody, O’Connor, and McNicholas, 2021). Other recommendations are to put in place flexible work schedules and referral programs to enhance staff participation, enhance staff facilities to enhance morale and measure satisfaction to retain employees eventually. These initiatives are specifically designed to fit Hilton Cardiff’s context and enable quick wins and lasting change. The report subsequently identifies a detailed action plan that segments each recommendation into steps and outlines timeframes, target outcomes, and budgets. An estimated budget of £113,000 is allocated to all strategic initiatives, which represents a balanced investment in human capital, technology, and infrastructure. The analysis and discussion of the impact of these strategies further illustrate how Hilton Cardiff can improve its workforce, decrease turnover, increase service delivery, and enhance its competitive position (Tannir et al., 2024). Through the integration of environmental analysis, change theory, and solutions adapted to Hilton Cardiff’s specific needs, this report seeks to furnish Hilton Cardiff with a realistic and complete blueprint for defeating its staffing and recruitment issues. Through this consultancy exercise, the hotel is not only able to deal with its current human resource issues but also be able to create a more robust and responsive organisational culture for future expansion in the constantly changing hospitality sector.
[bookmark: _Toc198555997]2. Analysis
[bookmark: _Toc198555998]2.1 Overview of the Hotel
The Hilton Cardiff Hotel is located in the city centre of Cardiff, United Kingdom. It is a luxury hotel that offers contemporary comfort with the inclusion of Welsh charm and culture mixed in the service operations. The location of the hotel is incorporated in such a way that it puts the hotel within walking distance of some major locations and attractions, including Principality Stadium and St David’s shopping centre (Hilton.co, 2025). As per known sources, the hotel has a total of 202 air-conditioned rooms, in which suites and castle views are included. Each room has differentiated luxury items for a unique experience creation for the customers. The hotel has unique luxury amenities and services, including connecting rooms, digital key, non-smoking rooms, an executive lounge, an on-site restaurant, an indoor pool, fitness centres and meeting rooms that make the operations of the hotel unique in the market. 
[bookmark: _Toc198555999]2.1.1 SWOT Analysis
	Strengths
	Weaknesses

	· Located in the city centre overlooking Cardiff Castle (Guestreservations.com, 2025).
· Strong brand reputation as part of Hilton (Guestreservations.com, 2025)
· High-quality internal services (Booking.com, 2025)
· Rooms with modern vibes (Booking.com, 2025)
· Premium service accountabilities (Booking.com, 2025)
· Well-equipped for different business events (Booking.com, 2025)
	· Not suited for the budget-conscious travellers (Visitwales.com, 2025)
· On-site parking space is limited (Visitwales.com, 2025)
· High noise disturbances due to the central urban location (Tripadvisor.com, 2025)
· The building is old and thus requires frequent maintenance (Tripadvisor.com, 2025)
· Staff recruitment issues are rising in the hotel industry. 

	Opportunities
	Threats

	· Growing market for business travellers in Cardiff
· Partnerships with local tourism initiatives such as Visit Wales
· Increasing demand for sustainable hospitality operations
· Increase in the Hilton brand name.
· Increase in both domestic and international tourism demand after the pandemic
	· Competition from new luxury hotels and service providers such as Airbnb
· The economic downturn in the region, affecting business travel management operations.
· Rising operational costs of the services
· Continuously changing travel trends towards an eco-friendly service operation. 


Table 1: SWOT analysis
Evaluating the SWOT analysis of the Hilton Cardiff hotel based on its internal environment of operations, it can be said that the company has both strengths and weaknesses in its operations. One of the prime strengths of the company’s operations is its location (Guestreservations.com, 2025). The hotel is located in Central Cardiff with a pleasant view of the Cardiff Castle. As a result, the tourists are highly attracted towards the view consideration. Secondly, the hotel has a strong brand reputation supported by Hilton, which helps create a good image for the luxury service needs of the travellers (Booking.com, 2025). Thirdly, the rooms are services are of high quality and modernised and are well-equipped for different business events. This helps to attract business travellers. These strengths provide the hotel with opportunities regarding the growing market demand for the services, an increase in the brand name and an increase in both domestic and international travel aspects. 
On the other hand, the services of the company also have weaknesses regarding a lack of accountability for budget-friendly customers (Visitwales.com, 2025). As a result, a larger portion of the tourism travellers remain unserved by the hotel services. Secondly, the hotel site has limited parking space and high noise due to its location at the centre of the city, and there is significant noise pollution, reducing the peace in the hotel (Tripadvisor.com, 2025). Furthermore, the building is also relatively old and thus needs frequent maintenance and financial investments. 
[bookmark: _Toc198556000]2.2 Identification of the Issue
Hilton hotels, including Hilton Cardiff, are currently facing staffing shortages and recruitment challenges. Particularly, in the post-pandemic operations period, staffing shortages and recruitment issues have been prominent. Reports suggest that there have been issues with a 20% to 25% shortage of quality workforce in the existing operations (Deloitte.wsj.com, 2025). During the pandemic period, to mitigate the fiscal crisis occurring due to a lack of accommodations, the company was forced to lay off a large number of its employees. However, in the past academic period, the recruitment and spending practices have not been up to the mark of those that occurred previously.
Staffing and recruitment have been seen as the single biggest issue in the company operations, as the existing staff members are not considered to be sufficient for the service operations (Bloomberg.com, 2025). Furthermore, as per the company reports, not enough investments are being made in recruitment or skill improvement of the existing employees in the post-pandemic period, further provoking the staffing issues in the country.
[bookmark: _Toc198556001]2.2.1 TOWS Analysis
	TOWS Matrix
	Strengths (S)
	Weaknesses (W)

	Opportunities (O)
	SO, Strategies
· Leverage Hilton’s strong brand and premium service to attract skilled staff through international recruitment campaigns.
· Use partnerships with Visit Wales to co-promote job opportunities and attract tourism-focused professionals (Suárez-Albanchez et al., 2021).
· Market the hotel’s prime location and business facilities to attract business-focused candidates seeking career growth.
	WO Strategies
· Collaborate with local institutions to offer training programs, addressing skill shortages (Shi, Van Toorn and McEwan, 2024).
· Invest in modern HR technology to reduce reliance on limited human resources and automate recruitment and retention.
· Revamp staff areas in the older building to improve employee satisfaction.

	Threats (T)
	ST Strategies
· Promote career stability at Hilton in contrast to gig economy platforms like Airbnb (Michell et al., 2021).
· Highlight sustainable career paths and training within Hilton to counter economic uncertainty and high turnover.
· Use Hilton’s global backing to offer competitive wages and benefits amidst rising operational costs.
	WT Strategies
· Address high noise and maintenance issues to improve the work environment and aid retention.
· Develop flexible staffing models to adapt to changing guest trends without overburdening current staff (Evripidou et al., 2023).
· Introduce eco-conscious roles to align with shifting travel trends and attract value-aligned candidates.


Table 2: TOWS Analysis
[bookmark: _Toc198556002]2.2.2 STEEPLED Analysis 
	Factor
	Analysis

	Social
	Social expectations around work-life balance and job satisfaction have increased post-pandemic. Younger workers in hospitality seek flexible hours, fair wages, and mental well-being support. Hilton Cardiff must enhance its employer brand and promote a people-first culture to attract and retain employees (Tholen, 2024). Increasing diversity and inclusion expectations also require targeted recruitment approaches.

	Technological
	The use of digital recruitment tools, AI-driven applicant tracking systems, and virtual onboarding can help streamline the hiring process. Hilton Cardiff could implement staff scheduling software and mobile apps to improve internal communication and reduce operational stress on a limited workforce (Lueg and Carvalho e Silva, 2022). Technology can also support staff training and upskilling through e-learning platforms.

	Economic
	Economic uncertainty in the UK, including inflation and wage pressures, makes it harder to offer competitive pay. Additionally, reduced budgets in the hospitality sector following COVID-19 affect Hilton Cardiff’s ability to recruit and retain qualified staff (Roodbari et al., 2022). The competition for talent with other service sectors (like retail) adds further difficulty in hiring.

	Environmental
	The growing focus on eco-conscious operations affects staff training needs, requiring employees to be environmentally aware and capable of supporting sustainability efforts (Makumbe and Washaya, 2022). Recruitment may need to target individuals enthusiastic about eco-friendly practices, aligning with Hilton’s green goals and guest expectations.

	Political
	Post-Brexit immigration policies have limited access to EU hospitality workers, contributing significantly to staffing shortages (Zakrizevska-Belogrudova and Leimane, 2021). Hilton Cardiff must navigate visa regulations and potentially invest in domestic training schemes or international sponsorships to overcome labour shortages.

	Legal
	Employment laws regarding fair pay, anti-discrimination, and health & safety continue to evolve. Hilton Cardiff must ensure compliance while balancing labour costs and retaining morale (Opoku, Ahmed and Ofori, 2022). Recruitment practices must be transparent and inclusive, with fair grievance and disciplinary procedures in place.

	Ethical
	Ethical employment practices, fair recruitment, zero exploitation, and transparent HR processes are crucial to build a positive reputation (Raiden and King, 2021). Hilton Cardiff should emphasise ethics in job advertisements and internal policies to attract value-aligned candidates and reduce turnover.

	Demographic
	Cardiff has a growing student and young professional population, presenting an opportunity for entry-level recruitment (Granheimer, Karrbom Gustavsson and Eriksson, 2024). However, the ageing population of experienced hospitality staff means Hilton may struggle to find senior roles without targeted mentoring and retention strategies.

	Education
	There is an opportunity to partner with local colleges and universities offering hospitality and tourism courses (Dauda et al., 2024). Apprenticeship programs and graduate training schemes can help develop a skilled talent pipeline, addressing long-term recruitment challenges.


Table 3: STEEPLED Analysis 
[bookmark: _Toc198556003]2.3 Impact of the Issue 
Staffing gaps and recruitment issues at Hilton Cardiff have a direct impact on the efficiency of the hotel’s operations, service level, employee morale, and brand image. Being a top hospitality company, Hilton Cardiff depends significantly on trained and experienced staff to provide excellent guest services (Nanayakkara, Wilkinson, and Halvitigala, 2021). Insufficient staff can increase waiting times, decrease room turnaround speed, and lower service levels, all of which contribute to decreased customer satisfaction and online ratings, the most important drivers in the extremely competitive hospitality business.
Internally, understaffing pressure on current staff can cause burnout, reduced motivation, and increased turnover rates, perpetuating a vicious cycle. Overworked personnel cannot uphold the brand’s high service standards, causing both employee and guest satisfaction to wane (Rodríguez-Rebés, Navio-Marco and Ibar-Alonso, 2021). Economically, staff recruitment issues can drive up hiring expenses with external agencies, overtime, and incentive schemes (Patel, 2022). Disruption to operations due to a shortage of staff can also lead to missed bookings or low event hosting capacity, a direct hit on revenues. Over time, consistent staff shortages can erode Hilton Cardiff’s reputation as one of the best hotels, particularly when competitors provide a higher staff-to-guest ratio and more customised services.
Also, recruitment issues restrict the scope of the hotel to grow or innovate its services since the leadership is concerned about filling core positions instead of developing its employees, sustainability training, or improving guest experience. If no short-term and strategic intervention is taken, staffing vacancies risk not only the hotel’s current performance level but also its long-term development and status in Cardiff’s hospitality industry (Baji et al., 2023). Resolving this concern is hence imperative to make Hilton Cardiff competitive and sustainable.



[bookmark: _Toc198556004]3. Recommendations and Change Management 
[bookmark: _Toc198556005]3.1 Theoretical Analysis
[bookmark: _Toc198556006]3.1.1 Lewin’s Change Management Model
Kurt Lewin’s Change Management Theory consists of three major stages: Unfreeze, Change, and Refreeze. Hilton Cardiff can easily use this model to manage its staff shortages and recruitment issues.
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Figure 1: Lewin’s Change Management Model
(Source: Samat, Muthu and Yunus, 2020)
Unfreeze: This first step calls for acknowledging the need for change, which is critical and immediate. In Hilton Cardiff, the existing staff model is unsustainable because of growing demand, diminished access to EU workers post-Brexit, and shifting staff expectations (Shah et al., 2023). The management has to build awareness among the leaders and employees concerning understaffing, dangers as reduced service quality and staff exhaustion, as well as long-term business consequences (Samat, Muthu and Yunus, 2020). Stakeholder engagement and the sharing of the need for transformation lay the cornerstone for effective change.
Change: During this stage, Hilton needs to take specific measures to address the staff crisis. This involves embracing flexible hiring practices, including collaborating with nearby colleges, introducing apprenticeships, and encouraging career progression within. Technology can be incorporated to simplify the process of hiring and training, with roles reorganised to enhance productivity (Yadav and Al Owad, 2022). Culturally, the hotel would need to create a positive working culture to recruit and retain employees, prioritising diversity, inclusivity, and staff well-being.
Refreeze: After new practices have been rolled out, Hilton Cardiff must stabilise and consolidate the changes as part of normal operations (Cardinali et al., 2023). Standardised induction, ongoing training, and effective internal communication structures must be embedded. HR policies need to endorse the new strategies, with consistency over the long term. Rewarding early progress, like enhanced retention or lower vacancy rates, assists in reinforcing the advantages of change.
Lewin’s model highlights that for change to be effective and lasting, the organisation should first condition employees psychologically, apply the appropriate interventions, and finally consolidate gains (Cannon, Zhao, and Hiselius, 2024). For Hilton Cardiff, such a strategy can easily address staffing problems by redefining recruitment procedures as well as organisational culture.
[bookmark: _Toc198556007]3.1.2 ADKAR Change Management Model
The ADKAR Model, created by Prosci, is centred on leading people through organisational change. It consists of five stages: Awareness, Desire, Knowledge, Ability, and Reinforcement. Implemented on Hilton Cardiff’s recruitment and staffing issues, ADKAR offers a systematic method of engaging employees and making strategic workforce enhancements.
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Figure 2: ADKAR Model
(Source: Bellantuono et al., 2021)
Awareness: First, there is the need to generate awareness of the problem among all internal stakeholders. Hilton Cardiff has to bring out the way staffing shortages affect service delivery, customer satisfaction, and staff wellbeing (Tamm, Seddon and Shanks, 2022). Transparent communication by the leadership will assist in bringing all the departments together around the gravity of the situation.
Desire: Once awareness has been created, employees need to create a personal desire to assist the change. This can be fostered through participative decision-making, hearing success stories from other Hilton properties, and providing incentives for employees who submit ideas or take on extra recruitment duties (Gibbs and Wood, 2023). Creating a sense of ownership assists in building momentum.
Knowledge: Hilton would then need to impart the knowledge necessary to engage in the change. This would involve training recruitment managers on new recruitment platforms, educating team leaders on better induction processes, and offering guidance on creating inclusive and interesting job descriptions to attract a diverse pool of talent (Grünhagen, Watson and Croonen, 2025).
Ability: The ability stage is concerned with helping the staff use their knowledge well. This could include dedicating time and resources to HR to set up new recruitment systems, giving departments the autonomy to organise their own mini-recruitment campaigns, or providing team lead coaching on keeping new recruits (Szczepańska-Woszczyna, Muras and Pikiewicz, 2021).
Reinforcement: Reinforcement finally ensures the sustainability of changes. This can be done through reward schemes, performance measures based on recruitment success, and feedback sessions (Abbas et al., 2025). Hilton Cardiff must keep track of retention rates and staff satisfaction so that strategies can be modified accordingly.
[bookmark: _Toc198556008]3.2 Recommendations
In order to successfully address the recruitment issues and staffing shortages at Hilton Cardiff, a strategic, multi-faceted approach is necessary (Bellantuono et al., 2021). The below recommendations are intended to address immediate staffing needs but also to produce a long-term workforce pipeline.
Develop Local Talent Partnerships: Hilton Cardiff must forge links with local colleges, universities, and vocational schools that provide hospitality and tourism courses. The hotel can use internship, government or private graduate and apprenticeship programs to select several candidates who have been trained and generated a drive for work in the hospitality industry (Poulsen et al., 2021). The hotel may also collaborate with government job-supporting recruitment programs such as Visit Wales to assist enhance recruitment drives and visibility among applicants.
Improve Employer Branding: Promoting Hilton Cardiff as an employer of choice is central to recruiting top performers. This includes advertising employee rewards, learning and development, diversity and inclusion, and positive culture (Nakash and Bouhnik, 2023). Having a strong internet presence on job sites and social media with staff endorsement, internal videos and awards can improve Hilton’s reputation in a competitive employment market.
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Figure 3: Employer Branding
(Source: Pawar and Charak, 2021)
Invest in Technology for Recruitment and Retention: Taking advantage of HR technologies like applicant tracking systems (ATS), virtual interviews, and onboarding software will optimise the recruitment process (Taylor and Goodwin, 2022). Hilton Cardiff can also use internal scheduling and feedback tools to track employee workload and mood, providing a conducive working environment that promotes retention.
Flexible Work Options and Incentives: Providing flexible working hours, part-time jobs, and job-sharing is likely to attract a broader range of consumers, such as students, parents, and people in semi-retirement. Hilton needs to implement staff referral bonuses, loyalty schemes, and reward programs to motivate recruitment and retention.
Focus on Training and Career Development: Continuous professional development programs will help retain staff by providing clear growth pathways (Scholtens et al., 2021). Hilton Cardiff should offer in-house training in customer service, leadership, and sustainability practices, giving employees a sense of progression and purpose.
Improve the Work Environment: Remediation of weaknesses like noise and ageing facilities, especially in areas for employees, can improve the employee experience. Developing quiet break rooms, improving staff facilities, and engaging employees in workspace improvements can increase morale and lower turnover.
Through this integration of these strategies, Hilton Cardiff can produce a resilient and engaged workforce (Semaan, Underwood and Hyde, 2021). Not only are these efforts able to address current staffing challenges but also future proof the hotel from persistent labour market issues, sustaining service quality and guest satisfaction levels.
[bookmark: _Toc198556009]3.3 Potential benefits to be experienced by the hotel, as a result of implementing the recommended strategies
With the adoption of the suggested strategies aimed at meeting staffing shortages and recruitment needs, Hilton Cardiff has a great deal to gain in terms of operational, financial, and reputational advantages (Shin et al., 2021). These enhancements will not only cure the current workforce problems but also lead to ultimate business success and sustainability in a competitive hospitality industry.
Enhanced Service Quality and Guest Satisfaction: With a more stable and fully staffed workforce, service delivery between departments, housekeeping, front desk, catering, and events, will become more consistent and efficient (Shortland and Perkins, 2022). Employees will be more able and less overwhelmed, which means faster response times, more personalised guest experiences, and higher diligence (Mangaraj and Smrutirekha, 2021). Guest satisfaction will increase, resulting in positive reviews, greater customer loyalty, and a stronger brand reputation, drivers of success in the hospitality industry.
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Figure 4: Characteristics to Gain Customer (Guest) Satisfying
(Source: Mangaraj and Smrutirekha, 2021)
Lower Employee Turnover and Related Expenses: One of the most concrete advantages is lower staff turnover. Through investment in training, career progression, and employee welfare, Hilton Cardiff can cultivate increased levels of employee motivation and job satisfaction (Noordzife, 2014). Talent retention lowers the enormous expense of constant recruitment, induction, and training. A consistent workforce also saves institutional memory and forms stronger team dynamics.
Improved Employer Brand: A successful employer brand will make Hilton Cardiff an employer of choice in the regional and national hospitality recruitment pools. This visibility will attract better-quality applicants, decrease time-to-hire, and enable the hotel to compete more strongly for talent (Patel et al., 2022). Highlighting employees’ success stories and welcoming work environments also resonates with the value system of younger job applicants, making recruitment more future proof.
Increased Operational Efficiency through Technology: Coupling HR and scheduling software will automate recruitment and daily operations. Administrative time will be saved for managers, and they will receive real-time workforce insights for more strategic deployment and staff planning (Burnes, 2014). Scheduling and communication solutions are also optimised to enhance the employee experience by building transparency and eliminating scheduling conflicts or miscommunication.
Expanded Pool of Talent and Community Engagement: Partnerships with local organisations and educational institutions will yield a steady stream of future talent. Such partnerships can also enhance Hilton’s connection to the Cardiff community, solidifying its reputation as a socially responsible and locally active business (Unterhitzenberger and Moeller, 2021). The involvement of diverse and younger talent aids in inclusion aspirations and guarantees a wider skill base across the workforce.
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Figure 5: Managing Customer Satisfaction
(Source: Turin et al., 2021)
Increased Revenue Opportunities: With enhanced staffing levels and service standards, Hilton Cardiff is able to maximise its utilisation of facilities like the business centre, meeting rooms, and leisure facilities (Turin et al., 2021). This helps the hotel organise more events, receive more guests, and achieve greater ancillary revenue from dining, spa facilities, and room upgrades (Mittal et al., 2023). Repeat business and word-of-mouth from delighted customers also add up to stable income growth.
[bookmark: _Toc198556010]3.4 Estimated Budget for implementing the recommendations.
	Strategy
	Estimated Cost (GBP)
	Details

	Local Talent Partnerships
	£10,000
	Includes partnership development, marketing, and internship program setup with colleges.

	Employer Branding Campaign
	£15,000
	Digital marketing, staff video production, social media promotion, and career page updates.

	HR Technology and Recruitment Tools
	£25,000
	Applicant tracking system (ATS), onboarding platform, and scheduling software implementation.

	Flexible Work Incentives and Referral Program
	£8,000
	Staff referral bonuses, flexible work setup costs, and incentive rewards.

	Training and Career Development Programs
	£20,000
	In-house training materials, external workshops, and e-learning platform subscriptions.

	Workplace Improvements (Staff Areas)
	£30,000
	Renovation of break rooms, noise reduction measures, and furniture upgrades.

	Monitoring and Evaluation Systems
	£5,000
	Staff surveys, retention tracking tools, and feedback platforms.

	Total Estimated Budget: 
	£113,000 


Table 4: Estimated Budget
The budget breakdown table for catering to staffing gaps and recruitment issues at Hilton Cardiff is clearly presented with the major areas of investment required to ensure the effective execution of the strategies proposed (Buttrick, 2009). The overall budget of about £113,000 encompasses a balanced approach with a mix of both immediate requirements and long-term workforce development as well as operations enhancement. A sizeable portion of the budget, £25,000, is allocated to HR technology and recruitment tools (Rupčić, 2021). This investment is crucial because modernising recruitment processes through an applicant tracking system (ATS), onboarding platforms, and scheduling software can streamline hiring and improve staff management efficiency. Such technology reduces administrative burden, speeds up recruitment, and helps maintain staff satisfaction by optimising shift scheduling and communication.
Another significant outlay is the office upgrades, costing £30,000, to improve working environments by renovating staff areas. Providing upgraded break rooms, noise reduction, and enhanced facilities can transform employee morale and retention. Well-maintained, comfortable spaces reflect Hilton’s dedication to staff welfare and support a positive organisational culture. The employer brand is allocated £15,000 and is intended to enhance Hilton Cardiff’s position as a good employer (Hanafi and Daud, 2021). This involves internet advertising, content development for staff testimony films, and maintaining online job pages and so forth, all of which are crucial in securing best-in-class talent in the competitive employment marketplace. A good employer brand will minimise recruitment expenses in the future, as it attracts better-quality applicants naturally.
Training and career development investments (£20,000) mirror the significance of upskilling and retaining employees through ongoing learning initiatives. Professionally trained employees are more capable, engaged, and loyal, contributing to minimising turnover and enhancing service quality. The budget also has provisions for local talent partnerships (£10,000) to create connections with schools and other educational institutions, guaranteeing a sustainable talent pipeline (Matskevich and Omelyanovskiy, 2021). Lastly, £8,000 is allocated to flexible work incentives and referral schemes, which promote engagement and retention of staff by providing bonuses and flexible working practices. This multifaceted budget strategy is holistic and strategically focused on Hilton Cardiff’s objectives to defeat recruitment issues and develop a robust, motivated workforce.


[bookmark: _3mqu34hhfqni][bookmark: _Toc198556011]4. Action Plan 
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget (GBP)

	1
	Difficulty in attracting skilled candidates
	Develop partnerships with colleges/universities for a talent pipeline
	Regular inflow of skilled interns and graduates
	3 months
	May 2025
	£10,000

	2
	Low employer visibility in the job market
	Launch employer branding campaign (digital, video, staff stories)
	Enhanced employer image and increased applicant numbers
	4 months
	June 2025
	£15,000

	3
	Inefficient recruitment and onboarding process
	Invest in HR tech: ATS, onboarding tools, scheduling system
	Streamlined hiring and improved staff engagement
	2 months
	July 2025
	£25,000

	4
	High employee turnover
	Introduce flexible work options and referral incentive programs
	Improved retention and recruitment via referrals
	2 months
	August 2025
	£8,000

	5
	Lack of internal growth and skill development
	Implement structured training and professional development initiatives
	Enhanced staff capabilities and motivation
	3 months
	September 2025
	£20,000

	6
	Poor staff welfare facilities
	Renovate and upgrade staff rest areas and reduce noise disruption
	Boosted employee morale and comfort at work
	4 months
	October 2025
	£30,000

	7
	Lack of tracking for staff satisfaction
	Set up monitoring tools (feedback systems, surveys)
	Data-driven HR decisions and early detection of issues
	1 month
	November 2025
	£5,000

	Total Budget: 
	£113,000


Table 5: Action Plan
[bookmark: _x18tf9d10fxw][bookmark: _Toc198556012]5. Conclusion 
[bookmark: _ypmldxpykfgb]This consultancy report has made a comprehensive and critical analysis of the highly urgent issue of staff vacancies and recruitment within Hilton Cardiff. With a systematic and meticulous approach, the report has given an executive solution to help the hotel, on a short-term level to control their workforce imbalance, yet also to the long-run organisation’s success. Major findings within the report pointed towards Hilton Cardiff’s workforce issues as complicated. The SWOT revealed that while Hilton Cardiff possessed an excellent set of internal organisational strengths within the Hilton brand, a central location overlooking Cardiff Castle and ambitious standards of quality service standards, the hotel also had serious internal weaknesses in the form of excessive noise levels, no parking, and a dated physical setting. It also recognised an external setting of shifting travel patterns, rising operating expenses, and competition for substitute accommodation destinations like Airbnb, as well as increased guest expectations in the post-pandemic setting. The TOWS matrix was helpful in developing manageable strategies in regard to threats using Hilton’s internal organisational strengths and leveraging opportunities using Hilton’s external organisational strengths. The TOWS matrix was considered against a STEEPLED model, which identifies the broader social economic and environmental problems affecting recruitment and retention, including economic turmoil, technological revolution, and the shifting demographics in labour.
The expected consequences of these activities are wide-reaching. Hilton Cardiff will gain from enhanced employee satisfaction, enhanced recruitment practices, less turnover among employees, and enhanced customer satisfaction. Hence, by investing in people and physical capital, the hotel will enhance its capacity to keep up with the ongoing changes in its sector, and overall operational benefit as a competing entity in the regional hospitality sector. Finally, the report has provided a realistic, fact-based set of action plans which can readily benefit Hilton Cardiff in resolving its immediate recruitment and staffing problems concerning hospitality. The strategy is designed to be operationally effective, and promote a people-focussed culture, aligned with the overall Hilton brand shared values. The strategies here are not only instant short-term achievements to fix immediate problems but also will help develop during Hilton Cardiff’s business model growth and stability, in an evolving marketplace setting. The consultancy team would also like to seize this moment to express their genuine appreciation to Hilton Cardiff, for providing this chance to contribute to an analysis and offer strategic guidance, on such a crucial aspect of operational performance for the hotel. There has undoubtedly been a gratifying experience in working on this project, and the team hope that the suggestions here have been of monetary value to Hilton Cardiff, in the future.
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