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[bookmark: _Toc199237082]Executive Summary
This consultancy report by Strategic Consulting Ltd UK is commissioned for the Hilton London Metropole hotel, which is located at the heart of London and faces two major issues, including the overall guest satisfaction standards and the staff shortage, leading to visible operational inefficiency. As an organisational consultant, the role of this consultancy is to provide a comprehensive analysis of these two issues, so that operational integrity and sustainability can be maintained with valuable strategic solutions. These two issues of this hotel are mostly interrelated in terms of service quality and reducing staff morale in the dynamic hospitality sector. 
The key findings of this report include the declining guest satisfaction standards of the hotel and the staff retention or turnover issues. Based on secondary research across the online review portals of the tourists, including TripAdvisor, Booking.com and Expedia, some reviews are noted on the overall service quality standards of the hotel. Also, on multiple social media platforms, unresponsive service outcomes and delayed operations were common. This has not only impacted the guest retention strategies but also caused significant damage to the global brand reputation of the Hilton London Metropole Hotel. The staff shortage issue has further severely deteriorated the overall service quality standards of the Hilton hotel. Based on the detrimental outcomes from the post-COVID scenario and Brexit, employee turnover and a limited skilled talent pool have been significant issues in the hotel industry, specifically for the Hilton London Metropole hotel, resulting in employee disengagement and stressful outcomes. 
To this end, a range of analytical frameworks has been applied, including the STEEPLED, SWOT, TOWS, McKinsey’s 7S and Six Sigma, followed by two change management models by Kotter’s and Lewin’s. From the STEEPLED analysis, the macroenvironmental factors of the Hilton London Metropole hotel have been noted, including the change in the workforce expectations, and labour regulations, followed by the economic downturns of the country. Based on the SWOT framework, further, the hotel's operational strengths and weaknesses have been recorded including brand image and staff burnout respectively. Further, in terms of the opportunities and threats, investment in the technologies can promote high-end talent acquisition, while threats include competitive intensity and detrimental online reviews negatively affecting the operational integrity of the firm at large. Finally, the application of the Six Sigma framework has also been vivid in this context since it has helped the hotel improve its check-in and check-out precision with technological innovation and an optimised overall service quality standard. Based on this DMAIC framework, further recommendations are provided for the structural improvement of the firm at large. 
In this context, the key recommendations that have been provided to the firm can extensively promote data analytics feasibility and positive stakeholder engagement. First, the firm needs to critically focus on the training and development programs that can help engage the employees in the organisation with increased morale. By collaborating with the local colleges and universities, this training and development can be ensured with potential investment scopes for technological advancements. With cross-training opportunities, the staff's flexibility has been increased, with reduced employee burnout at large. Secondly, by investing in front desk automation with service kiosks for clients’ check-in and check-out procedures, overall guest experiences can be uplifted with reduced staff burnout. Thirdly, regarding the service quality standardisation, the use of continuous training and development can result in optimised guest experiences, so that internal quality checks can be maintained by the firm in the future. Also, regarding communicative fluency and credibility, digital tools like MS Teams can be used to promote intra-departmental employee engagement in the future. 
Regarding change management modelling further, the two models’ usage has been vital. First, by following Kotter’s change management model, it has been found that helping staff navigate through the change is essential for managers to create a win-win situation. In the context of Lewin’s change management model, further, the three steps can be followed effectively by Hilton London Metropole Hotel since it can help them implement the new process, lower change resistance among the employees, and stabilise improvement for the long term. 
Further, the overall impact of the performance can be tracked by the organisation in terms of guest satisfaction, employee absenteeism rates, and average check-in and check-out hours, followed by internal quality assurance at large. In this context, the regular reviews of employees have been impactful in promoting performance accountability of the Hilton Hotel London Metropole at large. Furthermore, depending on the financial reviews, the cost estimation of £175000 can be productive for the brand to enhance operational feasibility and integration, followed by high-end employee satisfaction and considerable performance development linkage with the firm. 
Additional benefits are also linked to the change management implementation at the Hilton London Metropole Hotel. While it can optimise the overall guest satisfaction standards, staff turnover rates can be reduced over time with limited recruitment and onboarding costs. The implementation of the recommendations is also associated with improved service delivery that can optimise the overall revenue of the hotel with high-end employee productivity at large. 
Thus, this executive summary can provide detailed recommendations for the Hilton London Metropole Hotel. The proposed list of recommendations can help improve the guest expectations standards and the brand image of the hotel, so that the competitive edge can be optimised more consistently. This study has also provided the Strategic Edge Consulting Firm with the scope to help optimise Hilton London Metropole’s operational excellence over time. 


[bookmark: _Toc199237083]Introduction 
This consultancy report has been designed for the Hilton Hotel Metropol, which is considered to operate from one of the most eminent locations in the UK, in the heart of London. The core purpose of this report is to analyse and assess the current operational issues faced by the hotel, thereby providing productive and actionable strategies for them, including consistent staff shortages and a severe decline in client satisfaction standards. These intertwining challenges have not only caused reputational damage to the Hilton Hotel Metropole but also affected its profitability marketplace positioning, and competency standards at large (Kimola, 2025). These issues need emergent solutions to renew its brand image and sustainable competitive advantage in the future across the UK. 
Hilton London Metropole is one of the most prominent hotels of the Hilton Group, which is located in central London, at a convenient distance from Hyde Park and Paddington station, with a 15-minute drive from Heathrow Airport. With a feasibility of 1100 bedrooms ranging from suites to the King Deluxe Rooms, it can offer London skyline views, followed by the amenities of four themed bars, a gym, and restaurants (Hilton London Metropole, 2025). By focusing on utmost sustainability and seasonality, this hotel offers a potential market for local producers and suppliers to develop the economy. Along with this, this hotel can provide ample scope for destination events with its largest and most versatile spaces to conduct flawless and highly successful events. Also, the provision of luxurious accommodations and exquisite dining, followed by exclusive amenities, can lead to more impactful and successful events in the end. However, based on the user-generated content and multiple secondary resources, the two core issues of this Hilton Hotel have been recorded, including the declining consumer expectation due to service inefficiency, and the staff shortage issue due to high employee turnover at the hotel (Tripadvisor, 2025). 
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Figure 1: Consumer Feedback about Hilton London Metropole
Source: (TripAdvisor, 2025)
In this scenario, the hotel has reached out to Strategic Edge Consulting Ltd to develop a professional consultancy report to promote workforce optimisation, strategic planning and effective hospitality performance to leverage the overall performance standards of the hotel. The choice of consultancy for this project is highly relevant since the strategic guidance of the firm can help Hilton London Metropole bridge the performance gaps to cater to the personalised expectations of global consumers (Strategic Edge Consulting, 2025). By fostering a people-first approach, this consultancy firm can effectively help the hotel to generate long-term, impactful relationships with the stakeholders, staff and clients to ensure sustainable growth and a competitive edge in the market by addressing all these issues at large. 
The two major issues faced by the Hilton Hotel Metropole include declining consumer satisfaction ratings and staff shortages due to higher employee turnover, which is caused by multiple underlying factors, including the COVID-19 pandemic, and limited scope for career development in the hotel due to limited training and development proficiency, generating significant staff skill gaps. While the aftermath of geopolitical events like the COVID-19 pandemic and Brexit has profoundly impacted the skills and expertise of the staff, leading to high employee turnover for limited career growth and detrimental compensatory grounds, consumer expectations towards the hospitality industry have also evolved (BBC News, 2021). Clients hoping for a personalised and high-quality hotel stay experience have often found it challenging, which is reflected through the clients’ online reviews and complaints, along with the declining booking rates of repeat consumers. 
To analyse these main causes, three frameworks will be applied in this study, including the STEEPLED, SWOT, and TOWS frameworks. While the STEEPLED framework helps the researcher analyse the macro-environmental factors that can influence the delivery of high service standards, SWOT analysis helps analyse the internal and external capabilities of the firm to provide it with current strategic positioning at large. Finally, the TOWS matrix can be applied to link the internal and external capabilities to identify and assess the consumer and staff-centric challenges of the hotel in the future. 
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Guest satisfaction has been one of the major determinants of hospitality success for an international brand like Hilton. At the Hilton London Metropole, however, the issue of declining guest satisfaction standards has been prominent, as recorded from the user-generated content of existing consumers across the globe. Consumers have recorded multifaceted service quality issues, including housekeeping, front desk operational issues, and communication issues on check-ins and check-outs at large (Asgeirsson et al., 2024). All these factors have contributed to guest loyalty and occupancy rates over time, thereby impacting the hotel's overall reputation. In the post-pandemic scenario, specifically, consumers have been more particular about the personalised hygiene maintenance services of the hotels, along with their responsiveness to their concerns (ET Hospitality World, 2023). Unfortunately, the current operational standards of the Hilton London Metropole have fallen short in catering to their tailored needs and preferences, based on multiple factors, including operational insufficiencies, understaffing, and many others. Based on the detrimental service quality, consumers have openly criticised the hotel’s services across TripAdvisor, Google Reviews, and Booking.com by showcasing its vulnerabilities over time. In this scenario, prioritising guest satisfaction and improved consumer engagement has led to process optimisation, so that operational feasibility and sustainability can be maintained in the long term. By applying the SERVQUAL model further, the gaps between consumer expectations and actual service delivery can be mitigated (Kalnaovakul et al., 2024). Also, collecting real-time feedback from the guests and implementing strategies to proactively manage guest concerns can help the hotel develop the brand’s overall reputation and clients’ credibility with the hotel’s services.
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The staff shortage issue has also been a prominent concern affecting the Hilton Hotel Metropole. Specifically, the post-Brexit and COVID-19 Scenarios have a direct detrimental impact on the staff availability and accessibility for the hotel industry due to the trade barriers and changing skilled labour trends. Most departments, including housekeeping, front desk staff and restaurants, have called for a major staff shortage at the hotel (Kumari, 2023). This can result in missed room cleaning, longer guest waiting times, and delayed consumer service outcomes at large. According to a study by People Safe (2024), reduced workforce and consistent employee turnover trends can lead to limited performance outcomes for the hotel staff, reflected through practices like absenteeism, detrimental engagement, and the firm’s attrition trends. Also, Codling et al., (2022) have noted that entry-level job roles are mostly low status, which leads to limited career progression opportunities, resulting in deterring job seekers at large. In this scenario, technological advancement, training and effective workforce planning can optimally promote staff allocation during seasonal peaks. Retaining talent for the Hilton London Metropole can also be overwhelming to promote a positive organisational culture and climate so that a sustainable recovery can be uplifted (Singh and Supina, 2024). To this end, the hotel can effectively contribute to the personalised training and development of the staff to reduce the skill gaps over time, thereby promoting operational efficiency and highly optimised service quality in the future. 
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The STEEPLED framework consists of the eight macro environmental factors that can impact the Hilton London Metropole. All these are discussed in the following table.
	STEEPLED Factors
	Details

	Social
	Considerable changes in the guest demographics and changing consumer expectations on hospitality hygiene can help Hilton London Metropole to personalise its core services (Svendsen, 2024). For culturally different staff, a communication gap can be another performance issue, resulting in detrimental service quality standards and leading to a staff shortage issue.

	Technological
	Advancement and quality improvement in the hotel management systems can be impactful for this Hilton Hotel since AI-driven consumer services can enhance operational efficiency and integrity. However, limited staff training scope can considerably lead to detrimental service quality outcomes and staff shortages. 

	Economic
	Increasing operational costs and inflationary grounds in the UK have affected both the consumer expenditure in the hotel along staff’s compensatory demands (Smallwood, 2023). For the Hilton London Metropole Staff specifically, this issue has given rise to staff turnover and limited retention with poorer service quality standards. 

	Environmental
	Growing trends of eco-conscious consumers in the hospitality industry led hotels to adopt green practices to safeguard the environment from damage (Dhanani, 2024). These energy-efficient practices of hotels like Hilton London Metropole can help increase client retention with a positive brand image across its competitors.

	Political
	The detrimental implications of Brexit have considerably contributed to the staff shortage and skill gap issues for many hotels, including Hilton London Metropole. Limited access to the EU talent pool has also intensified labour shortage issues, while the lack of training feasibility has reduced overall hospitality service quality standards (Russell, 2024).

	Legal
	Compliance with the health and safety laws, along with the employment regulations, has been essential, while non-compliance with the regulatory terms can bring reputational damage to Hilton London Metropole. 

	Ethical
	In the concurrent market scenario, the relevance of fair labour practices and ethical compensatory grounds is a determinant of guest satisfaction (Lacalle, 2023). To this end, responsible sourcing and communicative transparency can promote Hilton London Metropole’s accountability to the clients over time. 

	Demographic
	The ageing population of London extensively calls for personalised tourism packages that foster inclusivity (Philip, 2024). This can help hotels like Hilton London Metropole to recruit more multilingual and client-centric staff to optimise their core service qualities. 
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	McKinsey’s 7S
	Details

	Strategy
	The hotel’s strategy has been to maintain the premium status to maximise the occupancy rates (Visit Britain, 2023). With a revised strategy at Hilton London Metropole, the operational excellence of the firm, along with service quality standards, can be leveraged. 

	Structure
	The current hierarchical structure of this hotel can lead to limited decision-making for limited resource allocation and accessibility. However, agility in cross-functional teams can optimise responsiveness at large (Melián-Alzola et al., 2020). 

	Systems
	With the limited consumer service integration and the restricted HR practices, the current systems of Hilton London Metropole have been limited and underutilised (Harnick, 2025). However, potential advancement and investment in the technologies can lead to more effective hospitality outcomes. 

	Shared Values
	The core values of the brand regarding hospitality and integrity require potential involvement at the local level so that staff morale and work engagement can be leveraged (Giousmpasoglou, 2024). Both detrimental staff morale and workplace dissatisfaction can lead to a significant disconnect between the brand’s core values and its operational executions. 

	Style
	The ongoing management style of the Hilton London Metropole is significantly reactive, which requires a transformational leadership style, so that long-term operational innovation can be fostered (Kim et al., 2023). Thus, two-way communication can lead to improved performance outcomes at large. 

	Staff
	A significant shortage of staff or personnel can lead to significant misalignment between recruitment and retention practices (Axonify, 2024). In this scenario, potential investment in staff development can help create transparent paths to retain talent for longer. 

	Skills
	The current workforce of the Hilton London Metropole lacks communicative and performance skills related to customer satisfaction (Brown, 2024). In this scenario, skill assessment programs are vital for bridging the skill gaps more efficiently.
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	SWOT factors
	Details

	Strengths
	· Strong brand recognition of Hilton Hotels as a group (Shridharan, 2023)
· The prime location of the London Metropole for this hotel, making it efficient for transportation and tourist attractions (Hilton London Metropole, 2025)
· Larger room capacities for business events and conferences 

	Weaknesses
	· Detrimental service quality based on the staff shortage at the hotel 
· Negative reviews from tourists are affecting its brand image (TripAdvisor, 2023)
· Increasing operational costs based on inefficient systems and reactive operational practices 

	Opportunities
	· Ongoing demand for digital bookings opens scope for Hilton London Metropole (Hilton, 2025)
· Scopes for partnerships with hospitality management schools or universities for future talent recruitment (Parker, 2025)
· Investment in technological integration to improve consumers' experiences. 

	Threats
	· Considerable shortage in the skilled labour market due to Brexit 
· High competition in the UK hospitality industry (Napierała and Birdir, 2020)
· Evolving guest expectation standards and reputational risks with inconsistent term compliance. 
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	Strengths-Opportunities (SO)
	Weakness Opportunities (WO)

	· The high brand strength of Hilton needs to be used for future strategic partnerships with hospitality schools and universities (Brand Finance, 2023)
· The prime location of London can be efficient in offering hybrid event packages by fostering virtual and in-person formats. 
	· Service inconsistencies of Hilton London Metropole can be mitigated with the adoption of smart technologies, including mobile check-ins and AI-enabled machinery. 
· Staff training programs need to be fostered with digital learning platforms (Sandy, 2025).

	Strength-Threats (ST)
	Weakness Threats (WT)

	· The relevance of brand credibility can lead to securing long-term supplier contracts, so that the increasing service costs can be managed for the Hilton London Metropole (Hilton, 2025). 
· Initiation of the loyalty programs can leverage business travellers’ visits, who are repeat consumers of the hotel (Arranz, 2021)
	· A significantly talented and skilled workforce needs to be built to assess individuals ‘training requirements. 
· Inclusion of the AI-enabled machinery can reduce performance errors, thereby optimising overall service quality and consumer satisfaction standards (Lacalle, 2024).
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	Factors of Six Sigma
	Details

	Define
	The most important issue of Hilton London Metropole is the declining consumer satisfaction rating for the hotel due to ongoing staff turnover and considerable skill gaps (World Sustainable Hospitality Alliance, 2025). In this scenario, the hotel needs to reduce consumer complaints, optimise overall consumer satisfaction rates, and retain staff. 

	Measure
	Feedback needs to be gathered from the existing consumers of this hotel (LinkedIn, 2023). In this context, the hotel needs to evaluate the KPIs, including the check-in times of the consumers, service grievances and staff absenteeism rates. 

	Analyse
	The root causes need to be analysed with the Fishbone diagram. In this context, the common causes include understaffing, inappropriate training feasibility and inefficient operational procedures (Dempsey, 2023). To this end, the linkage between the service quality issue and the staff shortage challenge needs to be comprehended. 

	Improve
	Task automation and potential staff training need to be leveraged with potential staff training modules, so that real-time occupancy forecasts can be feasible for Hilton London Metropole. 

	Control
	The Hilton London Metropole needs to develop a standard operational procedure to maintain operational improvements (UK Hospitality, 2023). Fostering regular evaluation of performance KPIs can help this hotel promote long-term consumer satisfaction standards at large. 


To this end, it can be stated that, by applying all these frameworks, Hilton London Metropole can effectively understand the core issue and formulate relevant strategies to systematically optimise its core operational procedure so that employees can be retained for the long term with high-end emphasis on the service quality and guest satisfaction standards in the future. 
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Depending on the thorough analysis of the Hilton London Metropole, this hotel has currently been facing two major issues, including declining customer satisfaction grades due to service quality and persistent skilled labour shortage. On the one hand, it has significantly devalued the core operation and reputation of the hotel, and on the other, it has severely reduced its competitiveness standards in the saturated hospitality marketplace of the UK. In terms of mitigating these issues, a range of recommendations can be provided to promote workforce stability and sustainability, along with procedural improvements at large. First, the hotel needs to refurbish its recruitment and staff retention strategies by strengthening its HR processes to attract and retain skilled labour over time (Taj,2024). To this end, the hotel needs to foster a strategic partnership with the universities and schools providing hospitality courses to develop a high-end talent pool pipeline for graduate trainee programs (ET Hospitality World, 2024). Also, they can offer standard and higher compensation to the employees to effectively motivate and retain them by optimising their workplace engagement standards, thereby implementing an employee referral program at large. To implement this further, the HR department of Hionton London Metropole needs to collaborate with marketing professionals to promote recruitment campaigns across social media networks to conduct a more structured recruitment and onboarding process at large.
Secondly, Hilton London Metropole needs to focus on employee training and development practices to promote service improvement with highly skilled labour and ensure their long-term retention. In this scenario, a robust learning and development program needs to be introduced that focuses on customer service excellence based on the potential training needs assessment of individuals (Swain, 2024). Further, the firm can promote inclusivity and professional development continuity with future career development programs across e-learning platforms. For this, the HR department needs to internally link with the Hilton global training schools to reduce the service quality-based shortcomings for the specific hotel (Hilton, 2025). Thirdly, internal communication can be improved despite the internal dysconnectivity between the leadership and front-desk staff. In this context, the hotel can effectively promote a two-way communication system to reduce the communication gap and introduce management programs to help understand the operational challenges over time. 
Based on this scenario, the general manager of this hotel can maintain communicative transparency, so that the internal communication can remain transparent and effective over time to reduce any sort of operational conflicts (Patafta and Milohnić, 2022). Fourthly, using the Six Sigma model, the declining guest satisfaction and service inconsistencies of the Hilton London Metropole can be improved. In the defining stage, the core guest complaints and repeated grievance areas need to be identified, while in the measure stage, the guest reviews and key datasets can be tracked. Further, in the analysis phase, the root cause analysis for the guest satisfaction and service quality concern needs to be evaluated and interlinked along with the staff shortage challenge, while in the improvement phase, the operational procedures need to be standardised over time, thereby fostering high-end service audits (Singh et al., 2021). Finally, in the control phase, the service quality assurance needs to be optimised by using a checklist for guest satisfaction criteria to enhance repeated guest visits over time. To implement this further, the Hilton London Metropole hotel needs to engage a Six Sigma expert team member to more responsibly and informedly apply this model against service level agreements at large. Apart from this, the hotel can also invest more in technological integration, so that the guest experiences can be optimised with reduced errors or application glitches (Floris, 2025). In this context, they can use digital check-in and check-out kiosks to provide a seamless service experience to the consumers, utilising chatbots to guide them with their feedback and experiences in the hotel stay, followed by ensuring a balanced streamlining of shifts to reduce staff anxiety and stress over time (ET Hospitality World, 2023). To implement this further, the IT team can use the pilot technologies to promote regular management of reports, thereby promoting operational effectiveness and efficiencies in the long term. 
The application of all these factors can add to the reputational growth and prominence of the Hilton London Metropole Hotel as a luxury stay destination for tourists (Williams, 2023). In this context, a structured change management plan can be integrated to maintain the brand promise and operational sustainability across competitors in the long term. 
[bookmark: _Toc199237095]Change Management Models 
To effectively deploy and implement all these recommendations in the hotel, the firm needs to undergo a structured change management plan. The recommended strategies can help Hilton London Metropole to refurbish the detrimental consumer satisfaction standards by optimising core service quality and ensuring skill enhancement of the existing staff, thereby mitigating the staff shortage issue over time (Candra et al., 2023). To promote this change further, two strategic change management models will be used in the study, including Kotter’s 8-step change model and Lewin’s change management model to address the core performance gaps of the hotel at large. 
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This model was developed by John Kotter in 1996 to provide a structured way to ensure a long-lasting change in the organisation. It is divided into eight core stages to incorporate the change, which are as follows: 
Step 1: Creating a sense of urgency
In this step, the Hilton London Metropole Hotel needs to effectively communicate the urgency of the issue to be mitigated effectively including the deteriorating guest satisfaction and staff shortage issues. This can be performed by gaining real-time data from the employees’ exit interviews and guests’ current feedback available across the social media platforms (O’Rourke-Henriette, 2021). Conducting a departmental briefing can be optimal to drive urgency in the future among the staff. 
Step 2: Building a guiding coalition
To initiate this further, a change management task force needs to be developed with the departmental heads to reach the root of the problem, thereby redefining the service quality with personalised preference of consumers and tailored service requirements. (Perramon et al., 2022) These departmental heads are essential for adopting and ensuring the change process in the organisation. 
Step 3: Develop a strategic vision 
The existing staff of the Hilton London Metropole Hotel needs to be provided with a shared vision that can help them stay aligned with the core hospitality stakeholders. This vision can also promote the need for improved staff training with technological upgradation, which can simultaneously reduce the staff shortage issue. 
Step 4: Enlisting a volunteer army 
The inclusion of a volunteer army can be promising to promote this change since they, as the mid-level managers, can support the change, thereby guiding the subordinates to navigate through this change procedure more effectively with communicative transparency and integrity (Grynko et al., 2024). Thus, the overall operational transparency through change can be ensured. 
Step 5: Enabling action by removing barriers 
This step helps ensure the core change barriers for promoting these recommendations. In this scenario, the departmental heads of the Hilton London Metropole hotel need to identify and assess the change resistance from the employees by optimising their proactivity and responsiveness to operational threats (Epsilon, 2024). To this end, staff need to be provided with ample training resources and patience on the managerial end to ensure high-end operational management. 


Step 6: Generating short-term wins 
The Hilton London Metropole needs to foster a range of short-term wins to reduce staff’s expectation-oriented glitches on the organisation’s end. To this end, the service quality issue can be backed by the skilled labourers’ inclusion (Walker and Nickson, 2024). A potential celebration of the employee of the month can also be promoted to help them build confidence across the change procedure at large. 
Step 7: Sustaining acceleration
Creating regular feedback loops and consistent staff meetings can be optimal to manage change in this hotel (Hu et al., 2022). Employee performance can be managed by the performance dashboards, thereby assessing their progress through multifaceted adjustment strategies at large. 
Step 8: Instituting change 
In this last phase, the Hilton London Metropole hotel needs to ensure a successful cultural alignment with the hotel’s culture, so that the performance appraisals and award systems can be effectively promoted, leading to more optimised outcomes (Willie, 2023). With continual reinforcement, the long-term success of the firm can be ensured by improving client satisfaction rates and reducing staff turnover issues over time.
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Figure 2: Change Management Model
(Source: Shen et al., 2020)
This model is considered another effective change management model that was proposed by Kurt Lewin in the 1940s. This model, subdivided into here phases including unfreeze, change and refreeze, can be effective in providing a psychological lens to the managers of Hilton London Metropole Hotel to foster change as per the provided recommendations to mitigate the most detrimental performance issues. These three phases are detailed further: 
Unfreeze 
This is the first stage of this model that involves the preparation of the staff throughout the change. This phase requires effective communication, transparent emotional support and visible data sharing integrity (Shen et al., 2020). In this context, the line managers and the HR associates need to take a one-to-one interview before fostering the change to understand the individual’s training needs and preferences. 
Change
This phase ensures change implementation beginning from the core duties and responsibilities and extending to the shift of patterns and policies (Trisna and Cheng, 2020). This phase requires significant training sessions and staff monitoring to map the progress of this implementation in the hotel. In this context, the guiding managers need to be more empathetic to cater to the individual’s tailored needs at large. 
Refreeze
This phase is the final one where new changes need to be established and stabilised with time through the updated policy manuals and the permanent scheduling terms so that the cultural values of staff can be reinforced (Channell, 2021). With strict performance monitoring, the success or failure of this implementation can be ensured. 
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From the staff’s end, further, the anticipation of this change is vivid since it impacts their job security and core responsibility standards. While open communication promotes anonymity of employee feedback to address their concerns, staff need to be included in the pilot programs to actively participate in the organisational decision-making about the change in the Hilton London Metropole Hotel (Webber, 2023). Finally, the recognition and reward programs can help the hotel to acknowledge staff’s contribution to the organisational change management procedure, thereby ensuring long-term positive engagement.
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In terms of measuring the final impact of the success, employee KPIs need to be assessed. Employee retention rates, guest satisfaction scores, and average check-in ratios can be considered as the measuring KPIs for the hotel staff. By gaining regular feedback and assessing departmental performance standards, regular monitoring towards the operational adaptability of staff can be optimal. 
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With a positive and impactful implementation of the recommendations, the Hilton London Metropole Hotel’s performance can be optimised. First, with a standard quality service provision of the hotel, guest satisfaction rates can be uplifted, resulting in higher retention rates along with high-end repeat booking trends in the future. Secondly, a positive work culture can promote quality team bonding, so that the hotel can be more attractive to job seekers with a significant reduction in recruitment costs. Thirdly, highly satisfied guests can help increase the revenue of the firm, specifically through their positive online reviews and feedback, which leads to generating referral clients. Finally, with technology-driven integration, the hotel can effectively improve its processes to systematically reduce manual workload and operational errors over time. Thus, the hotel can effectively promote innovation and quality at large. 
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	Items
	Details
	Estimated costs

	Campaigns for recruitment 
	· Social media engagement 
· Referral programs 
	£20000

	Staff training and development 
	· Workshops
· E-learning platforms 
	£30000

	HR system upgradation 
	· Employee management tools 
	£18000

	Technological enhancement 
	· Self-check-in and out kiosks 
· AI and chatbots
· Software development 
	£92000

	Consultancy report making
	· Change implementation assistance
	£15000

	Total = £175000


This budget can showcase the core revenue-generating potential of the Hilton London Metropole Hotel. If the budget is applied to this hotel, it can be optimised with higher bookings, optimised guest loyalty standards, and limited operational costs at large. Therefore, by applying these recommendations, the hotel can run profitably in the future. 
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	Number
	Problem
	Solution
	Desired outcomes
	Time Scale
	Completion date

	




1
	Increasing employee turnover rate in the Hilton London Metropole Hotel 
	Implementation of a structured employee development program by promoting regular training and development initiatives. Also, an employee training needs assessment is mandated before the training to cater to their personalised needs. 
	Optimised employee retention rate by 20%, followed by an increased staff morale standard 
	8 months
	January, 2026

	





2
	Detrimental service quality standards for hotel check-ins and check-outs for the guests, create a negative service impact 
	Introduction and staff training on the self-service kiosks can help guests with convenient services. This can also reduce manual workload by speeding up the process, thereby reducing operational inefficiencies. 
	Check-in times are significantly reduced with higher staff satisfaction guidance. 
	6 months
	November, 2026

	



3
	Limited staff communication standards and a lack of transparency in the intra-departmental communication. This has led to severe operational inefficiency among employees, specifically during service delivery to the guests. 
	Standardisation of the communication process between the staff and the managers to uplift the overall service quality standards to promote high-end consumer retention. 
	Consistency in the consumer ratings of the staff performance in the guest feedback portals and social media platforms. 
	4 months 
	September, 2026

	





4
	Reduced motivation of the employees and their workplace engagement 
	Introduction to team building and collaborative exercises to promote operational efficiency and integrity. 
	A positive team culture and increased team collaboration and engagement can help the Hilton London Metropole Hotel reduce employee turnover rates over time 
	10 months
	March, 2026


This action plan can provide a potential improvement across multiple platforms so that the service quality and internal culture can be optimised. Potential alignment with the strategic goals can lead to long-term success, by increasing the consumer satisfaction scores for the hotel in the future. 
[bookmark: _Toc199237103]Conclusion 
This consultancy report has helped explore the operational challenge faced by the Hilton London Metropole, which is considered one of the flagship brands, located in Central London. This study has extensively focused on the hotel’s guest satisfaction standards and the staff shortage issue, and if unaddressed, can leave a significantly detrimental impact on the consumer loyalty standards in the hotel, along with the negative brand image. This analysis has begun with identifying these two issues of this hotel from the online reviews and the detrimental impacts of Brexit and the COVID-19 pandemic. 
The core departments include housekeeping, front-desk officials, and the beverage departments. This specific shortage has led to service quality inconsistencies, where the extended waiting times have been a significant issue. By fostering a STEEPLED analysis, the post-pandemic socio-economic trends have been uplifted in this report, resulting in changing consumer expectation standards. By applying McKinsey’s 7S model, the internal misalignment of the strategy and structure has been recorded, followed by the SWOT and TOWS matrix, which has helped the consultancy group to promote technological innovation along with higher consumer satisfaction grades and reduced employee turnover at large. Also, the Six Sigma framework has been applied to identify, analyse, and propose corrective actions to ensure consistent service delivery. The application of Kotter’s eight-step changes management model and Lewin’s Change management model has been incorporated to identify how the Hilton London Metropole Hotel can navigate through the change so that employee change resistance can be managed extensively. 
Apart from this, the performance review mechanism has also been impactful in fostering long-term, continuous evaluation of the staff. Assessing the budgetary considerations has also been beneficial for proposing the implementation costs so that more realistic and impactful performance outcomes can be optimised in the long term. To this end, it can be stated that this consultancy report has provided the Hilton London Metropole Hotel with the scope for an in-depth understanding of the root causes at large. These changes can also lead to the improvement of the current operational framework of the hotel, thereby optimising staff retention and higher service quality standards in the end. Thus, this specific firm can effectively promote future success by developing a potential clientele to offer high-end, sustainable and impactful service provisions in the future. 
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I recently stayed at this hotel and had an overall decent experience,
though there were a few notable issues. Upon checking into my first room,
I encountered some cleanliness concerns, which was quite disappointing.
However, the reception staff were absolutely fantastic. They quickly
moved me to another room, which was perfect - clean and
comfortableTheir professionalism and helpfulness were much
appreciated.

Unfortunately, my experience at the hotel bar wasless than ideal. Despite
the bar not being busy, | waited around 20 minutes to be served, and
during that time, new guests arrived and were promptly attended to. It
was frustrating to feel overlooked, especially when the service at the bar
didn't seem consistent with the quality of service | received from the
reception staff.

Allin all, while there were some issues with cleanliness and bar service,
the staff’s responsiveness and the new room certainly made up for it. | did
enjoy my stay to an extent, but | hope the hotel can work on providing
consistent service across all areas.

More

Date of stay: March 2025
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