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The Radisson Blu Edwardian Mercer Street Hotel in Covent Garden, London, receives a complete examination and strategic recommendations for operational issues in this consulting study.   Eclipse Hospitality Consultancy Ltd. was asked to investigate operational inefficiencies that were damaging guests' experiences and the hotel's bottom line and propose long-term solutions with clear plans and measurable results (Wang et al., 2024).
A detailed examination by Eclipse Hospitality Consultancy Ltd. indicated that these operational issues were harming visitor enjoyment, as shown by declining ratings on prominent review sites.   It was deemed that excessive front desk wait times, irregular housekeeping, and not listening to guests' demands and complaints would affect brand loyalty, repeat reservations, and image.   These inefficiencies increase running expenses, personnel turnover, and the risk of losing money due to disgruntled guests leaving (J.D. Power, 2023).
  An extensive STEEPLED study examined how outside variables produced these operational difficulties, revealing crucial insights:
• Sociocultural: High-end guests expect more tailored and culturally immersed experiences (Statista, 2025).
  Technology is changing swiftly, thus investing in unified digital solutions is vital.
  • Economic: Post-pandemic inflation and operating costs affect earnings.
Environmental: Guests increasingly prefer hotels to be ecologically sustainable, which affects brand choice (Sigala, 2018).
  Political: Brexit-related employment gaps and confusing rules make staffing and compliance difficult.
Legal: Rising legal requirements, especially GDPR compliance, necessitate stricter data management guidelines (Rahman & Hasan, 2024).
  • Ethical: Hiring and treating staff honestly affects how guests view a firm.
  Changing guest types demonstrate the importance of personalised service.
Hotel strengths including its Covent Garden location and strong foreign brand were identified in the next SWOT analysis.   However, inefficient operations, outdated technology, and high personnel turnover became apparent.   Technology upgrades, innovative local alliances, sustainability measures, and staff development were all options.   Market competitiveness, economic instability, and regulatory pressures made it evident that rapid and smart action was needed (Tripadvisor, 2025).
  The paper recommended using a strategic TOWS analysis to maximise strengths and opportunities, solve internal issues, and successfully defend against external threats.   Important planning tips:
1. Advanced Digital Check-in/Check-out:  Implement digital key technology and mobile guest interaction solutions for smoother operations and happier guests. Invest in integrated CRM and PMS systems for real-time guest information, personalised service, and easy operations management (Hassanien & Dale, 2013).
  2. Full Housekeeping Management Software: Use included software to maintain cleaning standards, streamline operations, and reduce guest complaints.
3. Staff Training and Development: Develop tailored training programs for essential operations staff to improve skills, reduce attrition, and ensure service standards are fulfilled (Li & Wang, 2024).
  4. Better sustainability practices: Plan and execute sustainability projects, receive certifications, and tell guests about your environmental efforts.
5. Strategic Local Collaborations: Partner with local cultural and entertainment institutions to offer unique experiences that attract new customers and differentiate the hotel (UK Hospitality, 2024).
  6. Strong Data Security and GDPR Compliance: Improve your protection infrastructure and comply with GDPR.  This helps you comply with the law and gain guests' trust.
7. HR Retention Strategies: Competitive pay, clear career options, and better working environment reduce employee turnover significantly (O’Neill & Mattila, 2010).
  The structured execution plan featured realistic dates, relevant steps, and explicit descriptions of how resources will be employed to implement these proposals.   Kotter's 8-Step Model provided explicit workplace change management solutions.  These methods ensured internal adaption, personnel engagement, and long-term operational improvements.
Clear Key Performance Indicators (KPIs) were established to assess effect.  These KPIs include operational efficiency, financial performance, sustainability, data security compliance, personnel turnover, and guest happiness.   To ensure growth, accountability, and long-term operating excellence, structured assessment and monitoring were implemented (Hao et al., 2020).
Secure data and personnel programs decrease business risks, improve operational resilience, and foster long-term growth and sustainability.   These tips make it easy for Radisson Blu Edwardian Mercer Street Hotel to make substantial adjustments, align its strategies, and beat the competition (Maharani & Pratama, 2024).




Table of Contents
Executive Summary	1
Introduction	5
5. Analysis	6
5.1 Detailed Issue Description	6
5.2 STEEPLED Analysis	8
5.3 SWOT Analysis	10
Strengths	10
5.4 TOWS Analysis	12
Strength-Opportunities (SO) Strategies	12
6. Recommendations and Change Management	14
7. Action Plan	22
8. Conclusion	25






[bookmark: _Toc201227330]Introduction 
  The renovated Radisson Blu Edwardian Mercer Street Hotel debuted in 2011.  It's conveniently situated in London's vibrant and artsy Covent Garden district.   The hotel contains 137 elegant rooms, including some suites.  Business travellers, wealthy tourists, and leisure guests seeking luxury and smart city experiences are its major clientele.   This hotel's unique blend of modern and historic elegance sets it apart in the luxury market.
Recent internal assessments and client reports suggest that the organisation still has operational inefficiencies, especially in guest service during busy times.   Long check-in and check-out periods, irregular housekeeping, and poor customer relationship management are common inefficiencies.  Guest dissatisfaction may affect the hotel's reputation and bottom line.   The Radisson Blu Edwardian Mercer Street Hotel management has realised they require outside consulting support to thoroughly identify the issues, find solutions, and implement strategic and operational changes efficiently (Yang et al., 2023).
  Eclipse Hospitality Consultancy Ltd. is well-positioned to provide game-changing insights and effective solutions for high-end hotel operations.   London-based Eclipse Hospitality Consultancy was launched in 2015.  It is well-known for hospitality bespoke consultancy.   Eclipse Hospitality has improved operational efficiency, guest satisfaction, and financial success at several luxury hotels.  They focus on strategic operational improvements, service quality optimisation, and change management facilitation.
Eclipse Hospitality Consultancy uses a variety of rigorous theory frameworks and sophisticated analytical techniques to give accurate and thorough insights.   The STEEPLED framework, SWOT analysis, and TOWS matrix will be used in this consulting report to analyse Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic factors.   These analytical frameworks will help the consulting business understand hotel operations' internal and external elements.  This will reveal the causes of inefficiency and angry customers (Pizam & Shani, 2009).
  The STEEPLED methodology may examine all external elements affecting the hospitality industry and high-end hotels in London's unique social, economic, and legal environment.   The SWOT analysis will reveal the hotel's operational strengths and weaknesses.  It will highlight which elements are strong, like its location and branding, and which need big upgrades.   These findings will be turned into actionable tactics via TOWS analysis.  It will demonstrate ways to boost corporate efficiency, guest service, and market potential to acquire a competitive edge.
  The operational changes and strategic realignments advised in this consulting report come as London's high-end hotel market becomes more competitive.   Maintaining high operational standards and providing excellent visitor experiences is crucial as the tourism and hospitality industry recovers from the epidemic.   The Radisson Blu Edwardian Mercer Street Hotel is at a crucial stage where proactive treatment of operational deficiencies uncovered through consultation could considerably improve its image and market position.
Finally, this consulting report will provide the Radisson Blu Edwardian Mercer Street Hotel with analytical insights,strategic recommendations, and effective execution plans to address its operational issues.   Eclipse Hospitality Consultancy Ltd wishes to engage with hotel management to provide lasting, strategic proposals.  These tips aid change management and business excellence.   Working together will increase service quality, guest satisfaction, operational performance, andthe company's premium hospitality market position immediately and over time (DigitalDefynd, 2024).
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[bookmark: _Toc201227332]5.1 Detailed Issue Description (700 words)
Recent business issues have plagued London's Radisson Blu Edwardian Mercer Street Hotel in Covent Garden.  Guest service has been the focal point.   Long check-in and check-out delays, irregular cleanliness, and bad CRM processes are particularly problematic.
When the hotel is full, business inefficiency is a major issue.   The hotel has struggled to keep visitors satisfied at crucial touchpoints, especially the front desk, during peak seasons like summer and Christmas.   Guests commonly complain about extended check-in and check-out times, suggesting the hotel is unorganised.   Bad first impressions shape the entire guest experience, overshadowing any positive events and hotel amenities (TechMagic, 2025).
  Due of inconsistent service, housekeeping activities have been challenged.   Customer feedback suggests that room housekeeping was sometimes below-standard for a high-end hotel.   Inconsistencies include rooms not being ready on schedule, maintenance workers not doing their responsibilities, and not changing towels and amenities.   These issues damage the hotel's premium brand and affect guests' loyalty and booking preferences.
Hotel CRM procedures are another source of operational inefficiency.   visitor experiences are not customised enough and proactive answers to visitor feedback are not always effective due to weak guest relationship management methods.   When guests feel their comments or demands are ignored, they grow upset.   Hotel CRM software doesn't seem to integrate well with other company management systems.  This generates more data silos, makes it tougher to access real-time guest data, and makes hotel predictions harder (Bowie et al., 2023).
  All of these inefficient procedures have hurt the hotel's image and guest satisfaction.   TripAdvisor, Google ratings, and Booking.com have seen an alarming surge in negative ratings citing cleanliness and front desk issues.   This may make the hotel less competitive in London's tough luxury hospitality industry, as customer satisfaction rates have declined dramatically over the previous year.
Missed revenue opportunities and higher operational costs are resulting from these inefficiencies.   Lower occupancy rates owing to unfavourable evaluations and increased operational costs, such as longer staff hours and overtime to clear operational backlogs, reduce income.   Poor visitor experiences make it tougher to keep customers, which increases marketing and guest retention expenditures and running costs (Berezina et al., 2024).
  Overall, Radisson Blu Edwardian Mercer Street Hotel's commercial inefficiencies have become strategic issues.   They damage the hotel's reputation, profitability, and guest loyalty, threatening its long-term existence.   To stay competitive and improve its future performance, the hotel must fully address these operational issues using well-thought-out strategy and change management best practices.
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Sociocultural Factors
The social and cultural context affects central London's luxury hotels.   Customers in this demographic demand more customised service, luxury experiences, and eco-friendly methods.   In Covent Garden, noted for its arts and vibrant culture, Radisson Blu Mercer Street must meet client expectations for customised service and culturally relevant events.   Not fulfilling these criteria diminishes hotel appeal and guest pleasure (Busulwa, 2021).
  Tech-related things
  Technology rapidly alters hotel operations, visitor expectations, and competition.   Radisson Blu Mercer Street can't fully integrate its CRM technology, which slows operations and makes customisation tougher.   Customer satisfaction and business efficiency are higher for competitors who employ real-time CRM and PMS.   Mobile check-in/check-out, digital room keys, and automatic housekeeping management systems could improve service and reduce issues.
  Money issues
Hospitality companies are struggling as the UK economy recovers from the pandemic.   Rising labour and energy expenses affect a hotel's profitability.   Effects of economic uncertainty on spending effect how many guests book and how long they stay.   Strategically, the hotel must fix organisational inefficiencies to better manage expenses, reduce unnecessary expenditure, and secure income sources by keeping customers happy (Gursoy et al., 2023).
  Luxury hotels should prioritise high ecological standards due to growing environmental awareness.   Guests now consider environmental stewardship including decreasing trash, preserving energy, and using sustainable sources.   The Radisson Blu Mercer Street doesn't promote sustainability much, which may deter guests from choosing hotel over competitors who do.
  Things Political
Brexit and changing immigration policies affect workplace availability and business expenses in London's hospitality industry.   Since immigration laws have tightened, the hotel is having problems employing enough housekeepers and front desk personnel.  This worsens operational issues.   Using targeted hiring, training, and retention strategies is crucial (Ahn & Back, 2023).
  Lawful Things
  Job, data protection (GDPR), and health and safety legislation affect hotels.   Guest data security is more crucial due to data security regulatory developments.   The Radisson Blu Mercer Street Hotel must strengthen data management and obtain reliable technology to reduce legal concerns.
  Reasons for Ethics
Hotel reputation and customer perception are heavily influenced by ethical issues, particularly those linked to treating employees properly and being honest with guests.   Consumers book based on ethical employment standards, guest communication, and clear service costs.   The Radisson Blu Mercer Street Hotel's image management must emphasise ethics to retain guests (Aldehayyat & Al Khattab, 2023).
  People statistics
  London's changing demographic affects guest preferences.  Staff must speak multiple languages and be culturally sensitive with more foreign and different guests.   Changes in the population that alter generational tastes demonstrate the importance of digital features and services.   The hotel must monitor these demographic indicators and make improvements to satisfy a wide range of clients.
The STEEPLED study reveals how external factors affect Radisson Blu Edwardian Mercer Street Hotel operations.   Fixing operational inefficiencies, strengthening competitive positioning, and ensuring long-term earnings and reputation management in London's high-end hospitality sector requires planning for these factors (Okumus et al., 2010).
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Radisson Blu Edwardian Mercer Street Hotel has many advantages.   First, its location in Covent Garden, one of London's liveliest and most culturally rich locations, offers it an advantage over other enterprises.   Covent Garden draws millions of tourists with its cultural venues, theatres, shopping, and restaurants.   The hotel attracts high-class city dwellers due to its high foot traffic, publicity, and attraction.
The Radisson property Group helps market the property and provides global distribution and reward programs.   These things boost brand awareness and attractiveness, especially to foreign business and leisure tourists who trust luxury brands (Hao et al., 2020).
  Besides high-end restaurants, beautiful accommodations, sophisticated meeting spaces, and high-tech infrastructure, the property is well-kept and attractive.  These qualities make guests pleased and comfortable.   The sophisticated grandeur and cultural refinement of the Mercer Street Hotel set it apart from other local hotels.  This boosts client interest.
Despite operational issues, Radisson Blu Edwardian's strong brand reputation in London's hospitality sector supports premium pricing tactics and attracts high-value customers, increasing revenue potential (Tsang & Qu, 2000).
  Bad Points
  Although Radisson Blu Edwardian Mercer Street Hotel has several qualities, its main drawbacks are related to inefficient operations.   Inefficiencies include sluggish check-in and check-out, poor cleaning, and broken CRM systems.   These issues reduce guests' satisfaction and likelihood of returning.
Tech issues with the hotel's CRM and operational management systems make it harder to tailor services and engage with guests.   Limited system integration causes fragmented visitor data management, which harms staff efficiency and guest interactions (Xu et al., 2024).
  Brexit and a labour shortage exacerbate organisational shortcomings by making it harder to hire and retain personnel.   Many front desk and housekeeping personnel leave, making it tougher to run effectively and give decent service. 
  Getting opportunities
Radisson Blu Edwardian Mercer Street Hotel has many strategic opportunities to boost corporate efficiency and competitiveness.   New digital technologies make it easy to link CRM systems, tailor guest experiences, automate check-in and check-out, and digitise housekeeping management.   These upgrades would boost efficiency, delight guests, and decrease costs (Chathoth & Olsen, 2003).
  Work on sustainability projects is another fantastic opportunity.   More environmentally conscious people prefer eco-friendly practices including using less plastic, saving energy, and earning sustainability certifications.   Publicising the hotel's sustainability initiatives could offer it an edge over less environmentally conscious competitors.
Strategically, strengthening relationships with Covent Garden's culture institutions and events could customise hotel guests' experiences and make them more unique.   The Mercer Street Hotel might distinguish out in the market by offering distinctive, culturally immersive experiences through partnerships (Kandampully et al., 2018).
  Finally, targeted staff training and development could boost efficiency, service quality, and retention.   Clear career paths and pleasant workplaces may keep people loyal and operations running smoothly.
  Threats
Outside forces endanger Mercer Street Hotel's market and profitability.   London's high-end hotel sector, especially Covent Garden and West End, is competitive.  When compared to competitors who always give flawless luxury experiences, even slight operating faults are soon made worse (Lee & Kim, 2023).
  Inflation, currency fluctuations, and a recession make the economy uncertain.  People may spend less, which may alter their luxury travel selections and guests' tastes.   Less consumer trust can affect occupancy, pricing, and revenues.
Political changes, like Brexit's immigration restrictions, affect worker availability and corporate costs.   Because hiring experienced hospitality personnel is becoming harder, service quality and operational efficiency are always at danger (RSIS International, 2024).
  Businesses must monitor and invest in compliance management as laws and regulations evolve, especially GDPR and environmental regulations.   Fines, reputation damage, and decreased competition may result if you don't respond to legal challenges.
Finally, pandemics or geopolitical instability could impact travel habits, international visitors, and income.   Building operational resilience and making backup plans is still required to combat these risks (Carino, 2024).
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Mercer Street Hotel should invest more in technology-driven operational enhancements to capitalise on its good brand and position.   Advanced CRM systems, smartphone check-in, and digital household management tools would improve visitor experiences and make the firm more competitive and efficient.
By capitalising on Covent Garden's culture, the hotel may collaborate with local theatres, restaurants, and event planners.   Event-driven marketing, tailored culture events, and exclusive experiential packages will distinguish the hotel in London's luxury market (Çelikel, 2024).
  Weakness-Opportunity Strategies
  Inefficiencies in operations are opportunities for technology to improve things.   Investing in integrated property management systems that can analyse data in real time, schedule housekeeping automatically, and enable guests engage with the hotel digitally will immediately improve operations and make visitors happier.
Staff training, notably in guest relations and room cleaning, can instantly fix operational inconsistencies.   Clear career routes, targeted training, and ongoing professional development can boost employee engagement, reduce attrition, and improve service consistency (IDS Next, 2025).
  Threat-Strength Plans
  The Mercer Street Hotel should leverage its position and reputation to deter competitors.   It may boost its market attractiveness and durability during economic instability by actively marketing its unique position as a premium luxury hotel in Covent Garden and highlighting special guest experiences, strong service standards, and the Radisson loyalty program.
When there are more environmental regulations and people are more aware of their influence, strong sustainability procedures can help the hotel stand out from competitors.   
By fostering sustainability, the hotel can maintain its market position and attract eco-conscious customers (Expedia, 2025).
  Plan for threats and weaknesses
  Proactive human resource management is needed due to operational inefficiencies and labour shortages.   Better hiring practices that focus on domestic talent, fair compensation packages, and pleasant work environments help reduce staff turnover and stabilise operations.
Advanced CRM and data management systems that comply with GDPR are essential to combat regulatory concerns.   To avoid fines and image damage, the hotel must invest in cybersecurity, data protection training, and compliance monitoring (Ye et al., 2009).
  Finally, this in-depth research identifies key issues and shows how to capitalise on present strengths and opportunities while decreasing threats and resolving practical deficiencies.   If the analysis's recommendations are implemented, Mercer Street Hotel's business efficiency, market competitiveness, and long-term viability in London's high-end hotel industry will improve.
  
The following strategies were suggested after TOWS analysis:  • Maximise strengths and potential through digital innovation, local alliances, and eco-friendly marketing. • Address issues through technology, employee training, and improved HR planning (Choi & Chu, 2001).
  • Reduce threats by highlighting your brand, strengthening organisational resilience, and following all requirements.
To conclude, these proposals will improve guest pleasure, operational efficiency, and market position, ensuring the Radisson Blu Edwardian Mercer Street Hotel's long-term success in London's high-end hotel industry (Ahn & Back, 2023).
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Based on extensive research, the Radisson Blu Edwardian Mercer Street Hotel, London, should implement the following strategies to address the issues identified.   The above in-depth study informs each proposal.
 Advice 1: Use advanced digital check-in/check-out systems
The study concluded that the sluggish and difficult check-in/check-out process, especially during busy times, was a substantial operational inefficiency.   This can be fixed by using mobile check-in/check-out apps.   You can register and pay online before you come, reducing reception wait times significantly.   Smartphone-based room entry keys would simplify things (RSIS International, 2024).
 Reducing wait times improves client satisfaction and addresses negative feedback.   STEEPLED identified technology advancements that support these digital improvements.  Customer loyalty, market competitiveness, and operating efficiency will improve.
 Second, integrate modern CRM and PMS.
The analysis suggests buying a CRM and PMS that work together to fix data silos and poor guest engagement management.   The link should allow you to access data in real time, construct full visitor profiles, interact with them in a way that meets their needs, and act on their feedback and preferences immediately (Ivanov & Webster, 2019).
Combining these platforms improves guest relations and operations.   The STEEPLED study revealed that sociocultural and technological elements, such as better CRM capabilities, make service delivery more customisable, which is crucial for high-end hospitality.   This integration boosts efficiency, guest satisfaction, and competitiveness.
 Third, employ full housekeeping software.
A solid housekeeping management system linked to the PMS will improve cleaning standards.   These applications let you automatically track room state, optimise your timetable, and monitor housekeeping in real time (Aldaihani & Ali, 2024).
Uneven cleaning standards were a major complaint from guests.   Housekeeping efficiency improves hotel performance, reduces guest complaints, and improves operations.   It also addresses staff shortages, maximising resource use.
 4.  Develop tailored staff training and development programs.
workers training and professional development must be tailored to front desk and housekeeping workers.   Training should improve complaint handling, customer service, and corporate efficiency (Intelli-Hood, 2021).
Staff training increases employee skills, reduces operational waste, and addresses internal deficiencies that cause inconsistent customer service.   The study's political and demographic aspects suggest that strong training programs can reduce staffing gap and employee turnover concerns.
 Fifth: Strengthen sustainability.
Radisson Blu Edwardian Mercer Street may stand out by strengthening and highlighting its sustainability efforts.   Use less single-use plastic, seek sustainability certifications, make energy-efficient upgrades, and be honest about the environment (Hua et al., 2024).
Analysis showed that visitors are more interested in sustainability, which offers a strategic opportunity to boost brand image and guest appeal.   The hotel can adapt to changing environmental legislation and customer expectations by actively committing to environmental stewardship, which will improve guests' booking decisions.
 Sixth, build local alliances and contacts: Through exclusive partnerships with local theatres, museums, restaurants, and event planners, the hotel can offer unique experiences.   Special packages or guest-only entrance would set the hotel apart in London's luxury market (Chen et al., 2012).
This idea takes advantage of the hotel's Covent Garden location and the active local culture, which is significant socially.   Strategic movements increase the guest experience, the business's image, and its marketability.
 Recommendation 7: Protect your data and obey GDPR.
Businesses should invest in a cybersecurity infrastructure, safe data management processes, and GDPR compliance training for staff to protect guest data and comply with the law (World Travel  & Tourism Council, 2024).
In STEEPLED's legal aspects, strong data security processes were stressed.   Strong data security reduces data breaches, legal penalties, and hotel image damage.  This protects the hotel from possible threats.
 Advice 8: Improved HR methods will maintain employees longer.
Planning is key to improving staff engagement and retention.  This should include competitive salary, good working conditions, and career progression (Marriott International, 2024).
High staff churn and a labour shortage were identified as weaknesses.   Implementing these HR ideas will boost employee satisfaction, streamline operations, and improve guest service.
These suggestions form an overall plan to fix all major operating problems found by the in-depth analysis, take advantage of opportunities, and reduce threats.   These suggestions will boost the Radisson Blu Edwardian Mercer Street Hotel's operational efficiency, guest satisfaction, market competitiveness, and financial performance and long-term viability (Nwankwo & Okafor, 2025).
 6.2 Implementation Plan
 Implementing the suggested changes requires a planned, step-by-step process with realistic deadlines, sufficient resources, and stakeholder involvement.
 Step 1: More advanced digital check-in and check-out options (3 to 6 months) (Amin et al., 2023).
 The hotel will first do a market study and choose a good mobile guest engagement solution provider to simplify check-in and check-out.   After discovery, the program will be added to the PMS.   Workshops, e-learning modules, and ongoing support will teach staff how to use this system.   First, there will be a "soft launch," and then there will be a full-scale rollout.  This will give management time to fix system issues and improve operations.
 Step 2: Connect the CRM and PMS (4 to 8 months) (Fahad & Adeyemi, 2025).
 An experienced IT professional will look at the hotel's current technology setup to see what needs to be done to make it work with the new system.   Implementation begins when the right vendor integrates CRM and PMS seamlessly.  This will include parts of system testing and data migration.   The staff will get a lot of training on how to adopt effectively.   During the first three months after implementation, there will be constant tracking to make sure that everything goes smoothly and that any problems are quickly fixed.
 Step 3: Full software for managing housekeeping (4-6 months)
The hotel will find strong housekeeping control software that can work with the new PMS.   The housekeeping staff will get a lot of training, including demonstrations of how to use the system and one-on-one help sessions.   Implementation will happen in stages, one floor at a time.  This will allow close monitoring of processes, changing of schedules, and fine-tuning of operations based on early feedback and operational success indicators (IDS Next, 2025).
 Step 4: Training and development programs for staff
 Together with the area heads, HR will make a structured training program.   The first rollout will focus on the front desk and housekeeping staff, with a focus on providing excellent guest service, using CRM software, following operational processes, and dealing with complaints.   Regular check-ins and evaluations every three months will help keep skills up-to-date, track progress, and make modifications to training materials based on feedback.
 Step 5: Projects for sustainability (6–12 months)
A cross-functional sustainability group will be formed up to keep an eye on the advances to sustainability.   An actionable sustainable strategy will be prepared based on the results of first audits of energy use, waste management, and operational operations.   Sustainability licenses will be secured, single-use plastics will be reduced down, and lighting systems that use less energy will be put in place.   Regular reports on progress that are shared with outsiders will inspire guests to be active and improve openness (Zhang & Li, 2025).
 Step 6 : Experiences and partnerships in the area (3–6 months)
 The marketing and sales team will work closely with local culture organisations in a structured approach.   After the first meetings and agreements, specialised marketing efforts will put up packages or exclusive experiences just for guests.   Social media, CRM guest emails, and clever local ads are all fantastic ways to get your brand out there and bring in new consumers.
 Step 7: Protecting data and following GDPR requirements (right away to 6 months from now) (Pizam & Shani, 2009).
 Specialists in data security will start right once to undertake audits and risk evaluations of cybersecurity.   A GDPR compliance worker will be hired to make sure that the regulations are always followed.   Regular staff training classes on how to protect data, combined with reviews every three months, will make sure that everyone is always following the rules and is aware of the issues.
 Step 8: Strategies to keep HR staff (ongoing)
HR will set up competitive pay evaluations, job planning, and opportunities for staff to be recognised.   staff happiness surveys will be added monthly, giving managers real-time data on staff engagement.   Annual initiatives will be adjusted based on employee feedback, turnover, and job market changes (Fahad & Adeyemi, 2025).
 This carefully staggered deployment approach is feasible given operational skills and limited resources.   To ensure progress and a smooth transition, each stage will be monitored and adjusted depending on feedback.
 How to Handle Change 
To implement major operations changes, you must handle staff resistance and ensure everyone can adjust.   Kotter's 8-Step Change Management Model organises change (Zhou & Wang, 2024).
 Creating urgency is the first stage.
 Management will discuss operational issues and how they effect guest satisfaction, profits, and the hotel's long-term competitiveness.   The personnel will grasp the necessity for change.
  1: Form the leading coalition
A Change Coalition will include department heads and other key firm employees.   This alliance will press for improvements and ensure all departments agree and understand the message (Zhu & Chen, 2025).
 2: Planning and Visioning
 The goal for greater guest experiences, operational efficiency, and market competitiveness shall be stated.  This clarifies the intended benefits of suggested changes.   All staff members will know practical goals and deadlines.
 3:  Communicating the vision
The aim and implementation plan will be shared at frequent meetings, internal newsletters, seminars, and staff briefings.   Communicating, being honest, and open to debate helps soothe concerns and clarify standards (Fahad & Adeyemi, 2025).
  4: Empowering many to act
 Effective change management requires workforce empowerment.   Full training, resources, and clear communication will help staff adapt to changes.   Feedback loops speed up problem-solving and inspire workers.
 5: Get short-term gains.
Share and celebrate early wins to boost staff morale.  If guest complaints decrease or housekeeping feedback improves, this will be done.   Recognising employees' achievements motivates and retains them (Busulwa, 2021).
  6: Building on progress and changing more
 Management will monitor progress and adjust methods.   New methods will be strengthened by regular training and refresher workshops.   Regular staff input meetings will keep things moving ahead and improve.
  7: Integrating new practices into culture
Operational gains must become business culture to last.   Regular performance reviews, revised training materials, and onboarding will support new operating requirements.  It will sustain the shift (Maharani & Pratama, 2024).
 Using Kotter's organised approach to overcome resistance, get staff support, and smooth operational changes works successfully.   Clear communication, staff empowerment, and regular reinforcement help the hotel implement and sustain improvements.
 6.4 Effect Analysis 
 KPIs and rigorous evaluation are essential to assess the effectiveness of recommendations.   Key performance indicators (KPIs) will show tangible improvements: (PwC, 2024).
 1.   Guest satisfaction scores
 Regular satisfaction polls, review analytics, and Net Promoter Scores show guest experience impacts.   Improvements will be monitored monthly to assess check-in and check-out, room cleanliness, and service.
 2.   Staff turnover rate
Monthly employee turnover rates, notably in cleaning and front desk, will reveal employee satisfaction and HR programs' effectiveness (Liu et al., 2024).
 3.   Efficiency metrics for operations
 The average check-in/check-out, housekeeping, and CRM response times will be examined monthly.   Successfully implementing digital and procedural improvements reduces operational delays and errors.
 4.   Financial Performance Indicators
Every three months, RevPAR, occupancy rates, ADR, and operational costs will be examined to determine how business improvements effect the hotel's bottom line.   These financial measures rising indicate successful execution (Jones & Comfort, 2023).
 5.   Sustainability Metrics
 Environment audits, energy use, waste reduction statistics, and guest input on eco-friendly solutions will be reviewed every three months.   Visible improvements indicate sustainability success.
 6.   Risk and Compliance Metrics
Cybersecurity tests, GDPR compliance checks, and data breach reports demonstrate data-security progress.   Good data management includes no data leaks and excellent compliance ratings (Ye et al., 2009).
 Monthly departmental evaluations, quarterly leadership meetings, and annual strategy reviews will assess effects.   Department heads and HR reps will form an Impact Assessment Team to conduct regular evaluations and report to senior management.
Evaluation results will be shared with staff at regular meetings.  This will ensure transparency, highlight successes, and promptly identify areas for improvement.   Continuous growth strategies will be included into the hotel's operations to ensure long-term changes and seamless operations (Monmouth Kitchen, 2025).
 Finally, well-defined KPIs and tight, regular evaluation techniques ensure everything is monitored and improving.   Organised effect measurement at the hotel increases accountability, operational efficiency, and long-term transformational benefits.
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This action plan was carefully created using past research and suggestions.   It provides a clear plan to fix London's biggest operational issues, the Radisson Blu Edwardian Mercer Street Hotel.  It links answers to measurable results and provides timetables and cost estimates (Fahad & Adeyemi, 2025).
  Operation efficiency and guest satisfaction
  Fix operational inefficiencies, especially during check-in and check-out, which are key guest touchpoints.   Processes that take too long undermine hotels' image and customer satisfaction.   Advanced digital check-in/check-out technology lets customers check in and go without waiting.   This creative use of technology suits current hospitality trends, where guests want more digital ease.   Higher guest satisfaction will result in good reviews, which will impact occupancy and income.
  Better guest CRM and customisation
Due to poor CRM integration, the hotel struggled to manage and customise visitor data.   Fully integrated CRM and PMS solutions provide real-time analytics and superior guest service.   This unified technique will improve the hotel's customer service by improving guest interactions and increasing repeat bookings.   High-end hotels need better CRM systems because tailored experiences keep consumers coming back and boost revenue (Sharma et al., 2023).
  Ensuring constant housekeeping standards was crucial for client satisfaction and hotel appearance.   Automation of work management, scheduling, and quality monitoring via modern housekeeping management software solves company inefficiencies.   There should be more consistent housekeeping, faster room turnover, fewer guest complaints, and improved guest satisfaction.   Housekeeping efficiency reduces staff costs and maximises resources, improving visitor experiences.
  Customised staff development
It was evident that personnel competency and involvement were crucial to service and operations.   The suggested complete front desk and housekeeping staff training programs would directly enhance business.   Structured training improves worker skills, makes client service and complaint resolution easier, and ensures service standards are met.   By investing in continual professional development, the hotel may reduce staff turnover, make workers happy, and improve service, helping it survive (Kandampully et al., 2018).
  Sustainability initiatives
  Environmental sustainability is becoming more essential to hotel visitors.   The plan addresses this trend with systematic sustainability measures.   Using less energy, eliminating waste, gaining sustainability certifications, and being transparent will make the hotel more appealing to eco-conscious guests.   If successful, the implementation will boost the hotel's market position and competitiveness.  It will reflect increasing guest expectations and environmental regulations.
  Local strategic relationships
By leveraging its Covent Garden location, strategic local collaborations provide the hotel an edge over its competition.   The hotel collaborates with surrounding theatres, museums, restaurants, and event planners to offer unique cultural experiences.   Exclusive offers like this help guests think the hotel is worth more, set it apart in the crowded luxury hospitality industry, and provide new possibilities to attract guests and make money (Çelikel, 2024).
  Strong data security and GDPR compliance
  Hotels manage sensitive guest data, making data protection increasingly critical.   Better security, stronger data handling requirements, and GDPR training reduce huge regulatory and image threats.   These actions will safeguard the hotel from data breach lawsuits and fines and secure visitor data.
  Better staff retention and satisfaction
Employee retention affects hotel service, operations, and performance.   Because London's hospitality job market is competitive, the action plan includes improved pay, clear career paths, and employee satisfaction programs.   Reduced employee turnover improves operational efficiency and ensures constant, high-quality service for visitor satisfaction and the hotel's image (O’Neill & Mattila, 2010).
  Practicality and Resource Allocation
  Each of the action plan's suggested solutions has been examined for feasibility, taking into account operating restrictions and resource availability.   Clarifying deadlines and expenses aids resource planning and budgeting.   The implementation plan involves regular monitoring and assessment to ensure oversight and accountability.
In conclusion, this action plan gives the Radisson Blu Edwardian Mercer Street Hotel an organised, practical, and comprehensive approach to addressing its primary operating issues.   Smart investments in technological upgrades, staff development, sustainability programs, strategic local collaborations, data security, and HR management promote long-term operational sustainability, guest satisfaction, and market competitiveness (HotStats, 2023).
[bookmark: _Toc201227340]8. Conclusion 
The Radisson Blu Edwardian Mercer Street Hotel is in London's culturally rich Covent Garden area. This consulting report gives a thorough and organised look at the operational problems the hotel is having.  By looking closely at the hotel's core operational issues and the internal and external factors that affect its performance, this consulting firm has gained a complete understanding of its present limitations, possible opportunities, and required strategic interventions.
The in-depth analysis showed that the business had major operating flaws, mainly inefficient guest-facing processes like long check-in and check-out times, inconsistent housekeeping services, and limited customer relationship management (CRM) options.  It was found that these inefficiencies made guests less satisfied, as shown by lower ratings and reviews. This put the hotel's reputation and financial performance at danger.  These problems got worse because of things happening in the outside world, like new technologies, a shift in culture towards personalised luxury, rising costs, and problems with the environment, following the rules, and the unstable job market caused by changes in politics and population (Deloitte, 2024).
 The hotel's strengths, like its great location, strong brand reputation, and high place in the market, were seen as big advantages over its competitors.  Targeted strategic actions that make the most of these strengths were seen as essential for overcoming current problems and taking advantage of growth possibilities.  To be more specific, the hotel's future success and ability to compete will depend on making operations more efficient, personalising the experience of each guest more, promoting sustainability, implementing strong data security measures, and boosting employee involvement.
Because of these insights, specific strategy suggestions were made for how to best deal with the operational problems that were found.  One of the most important ideas was to use cutting-edge digital solutions, like mobile-based systems for checking in and out guests and fully integrated CRM and property management systems.  These kinds of technological advances promise big changes in how well businesses run and how guests feel when they stay there.  It was found that using full housekeeping management software was the best way to improve the stability and dependability of service standards, which is very important for keeping high-end hotel guests happy (Zeng & Gerritsen, 2014).
It was also emphasised that stronger cybersecurity infrastructure and strict GDPR compliance processes are needed to lower the risks to data security and protect guest trust.  Lastly, it was suggested that better ways to keep employees, such as offering competitive pay, making it easier how to move up in the company, and improving working conditions, could help cut down on turnover and keep operations running smoothly (Kumar, 2025).
 There was a detailed, step-by-step plan given that showed how to put these suggestions into action. The plan included reasonable deadlines, clear allocation of resources, and structured training parts.  To help with the execution, complete change management strategies based on Kotter's 8-Step Model were shown to get staff involved, deal with possible resistance, and make the change last for a long time.  There was also a structured framework for measuring the effects of these interventions using clearly defined KPIs and regular evaluation processes. This put a focus on accountability, continuous growth, and outcomes that could be measured.
It is believed that these suggestions will have a big effect.  The guest experience will be greatly improved by making operational improvements in managing the guest experience, making sure services are consistent, and using technology better.  These changes will directly improve the hotel's image by raising guest satisfaction scores, getting them to come back, and lowering the number of negative reviews.  In terms of money, these changes will lower operating costs by making the hotel more efficient. They will also boost occupancy rates by improving the hotel's image and guests' experiences, and they will make the hotel more competitive in London's high-end hotel market (García et al., 2023).
 Also, better environmental practices and successful partnerships with local cultures will set the hotel apart in a good way, drawing new customers and keeping old ones.  Strong efforts to protect data and keep employees will greatly lower the risks to the business, make operations more stable, and support long-term growth and profit.
In the end, this consulting process has shown both how hard and how rewarding it can be to change how things work in a luxury hotel setting.  The Radisson Blu Edwardian Mercer Street Hotel now has a clear, structured plan for how to deal with current problems, improve its operational skills, and make a big difference in its market image and profits (Xiang et al., 2017).
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