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This consultancy report, Consulting, offers a comprehensive review and strategic advice for Hilton London Bankside on improving the customer experience via the use of contemporary technology. The hospitality sector has experienced a dramatic evolution fueled by technological innovation and changing customer expectations. For Hilton London Bankside, a Southwark, London-based five-star luxury property, filling digital service delivery gaps is now the key to sustaining competitiveness, operational effectiveness, and customer satisfaction.
Hilton London Bankside, commissioned in 2015, features 292 rooms, 25 suites, and upscale amenities such as a spa, fitness centre, conference centre, and an award-winning restaurant. Even though it is a modern hotel in the globally recognised Hilton brand, the property is struggling to consistently deliver the digital customer experiences expected in today's market. The inconsistencies between the digital capabilities of Hilton London Bankside and other Hilton properties have been noted as a primary issue, affecting not only the customer experience but also the operational efficiency of the hotel and brand perception (Abdalla, 2024).
The key issues that have been identified include outdated self-service check-in kiosks, sub-optimisation of Hilton Honours mobile app usage for in-room amenities and customer requests, and low deployment of real-time customer feedback systems. The gaps have therefore led to longer wait times, lower personalisation, and wasted opportunities for increasing customer engagement. Additionally, the operational inefficiencies brought about by manual processes have increased staff workload and the likelihood of delays, negatively impacting customer satisfaction scores and online comments.
The consultancy utilised a SWOT analysis to review Hilton London Bankside's internal strengths and weaknesses, as well as external opportunities and threats. Major strengths are the hotel's central location, strong brand identification, and superior amenities. Weaknesses mostly concern legacy digital infrastructure and spotty technology adoption. Opportunities cited are increasing demand for contactless services, potential of AI and Iot in the hospitality industry, and emerging trends of personalised customer experiences. Threats include competitive forces from technologically advanced hotels, changing customer expectations, and economic cycles influencing travel behaviours.
To gain more insight into the macro-environmental influences affecting the hotel operations, a STEPPED analysis was done. Technological elements were the most significant, with the rapid pace of developments in digital services forcing hotels to continuously innovate. Social elements, like the new consumer behaviour in the post-COVID-19 period, have further increased the demand for self-service and contactless technologies. Financial pressures and expectations of sustainability also drive customers' perceptions and decisions. Political, legal, and ethical issues, such as data privacy laws, also highlight the importance of strong and secure digital systems.
Based on the SWOT and STEEPLED conclusions, a TOWS analysis was used to match internal capacity with external factors, informing the formulation of strategic recommendations. Through the analysis, it was seen that Hilton London Bankside should utilise its robust brand image and central location to adopt sophisticated digital solutions that reflect modern customer demands. By remediating internal weaknesses and capitalising on technology opportunities, the hotel can maximise customer satisfaction and operational efficiency.
According to the thorough analysis, several important recommendations were put forth. The most significant recommendation is upgrading the self-service check-in kiosks in the hotel with contemporary, easy-to-use interfaces and enhanced processing speeds. This would notably lower customer wait times and facilitate front desk procedures. Secondly, strengthening the capability of the Hilton Honours app is also imperative. Increasing its utility for in-room services, digital concierge functionality, and tailored offers will establish a smooth customer experience and improve app utilisation.
Implementing real-time customer feedback platforms, including in-room tablets and digital kiosks, will enable the hotel to track customer satisfaction in real time and resolve issues before they escalate. In addition, the rollout of AI-driven chatbots for immediate customer assistance and smart room technologies (e.g., voice-activated lighting, temperature control, and remote service requests) will raise the level of overall customer experience. Not only do these technologies enhance convenience, they also speak to customers' increasing demands for personalisation and speed. 
To facilitate a smooth transition, a comprehensive change management plan was put in place. The plan targets stakeholder management, extensive staff training, and a roll-out in phases to reduce operational disruption. Change champions will be appointed within the hotel to spearhead new technology adoption, and feedback loops will be created to resolve employees' concerns and optimise the roll-out process. Open communication and support will be fundamental to building a culture of innovation and flexibility.
The cost implications of these proposals have been fully assessed, with estimated costs ranging from £300,000 to £450,000 for technology upgrades, staff training, and system integration. These are justified based on possible benefits in the long-term on customer satisfaction scores, bookings, operating efficiencies, and branding. I expect there to be an apparent Return on Investment (ROI) based on increased revenue streams and efficiencies in operating costs. 
Action planning has been addressed to promote the delivery of these recommendations. It has clear timelines, responsibility holders, and budget provisions for each action. There are milestones set to monitor progress with a completion timeframe of 12 to 18 months. Success will be measured in terms of key performance indicators (KPIS) such as customer satisfaction score, mobile app usage rate, measures of operational efficiency, and online review score.
In summary, this consultancy report offers Hilton London Bankside a strategic plan to improve its customer experience through focused technological innovations. Through fixing existing digital limitations and adopting new technologies, the hotel can remarkably enhance its service delivery, operational efficiency, and overall competitiveness in the London hospitality industry. The suggested recommendations are made to be implemented practically, economically, and in line with industry best practices to ensure Hilton London Bankside not only complies but goes beyond the expectations of its customers.
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In this report, we study that the customer experience through Technology at Hilton London Bankside in the modern hospitality industry is a key determinant of a hotel's success, directly influencing customer satisfaction, loyalty and the bottom-line results. The evolution of digital technology has changed customer expectations drastically, causing higher requirements for integrated, personalised and technology-based services. Competing urban markets, such as London, demand that hotels use effective digital techniques to consistently provide customers with the best experience. This consultancy report seeks to unearth potential ways in which Hilton London Bankside can utilise technology to improve the customer experience on its premises in Southwark, London, a significant property in the Hilton portfolio of properties.
Hilton London Bankside opened its doors in October 2015; it became a modern five-star hotel. Situated in the lively Bankside, the hotel is close to many well-known London landmarks such as the Tate Modern, Shakespeare's Globe Theatre and Borough Market. Of its 292 rooms, its 292 customer accommodations, 25 exclusive suites are included, and there is also a special penthouse suite, known as the Bankside Suite. With facilities such as a 17-meter indoor pool, a gym, several meeting facilities and an outstanding restaurant and bar, Hilton London Bankside has emerged as an important destination for tourists looking for leisure and business professionals conducting events. The hotel can benefit from modern infrastructure, but has poor chances of becoming more digitised to better serve the customers (Whittington et al, 2020).
This report mainly focuses on addressing the digital service gap noticed within Hilton London Bankside. Even though the Hilton brand is universally known for its belief in digital technology’s ability to create a more exciting customer experience, there is no even application of digital service across the chain. At Hilton London Bankside, important problems include outdated self-service devices, weak applicability of the Hilton Honours mobile app, and minimal changes to the real-time customer feedback methods (Priya et al, 2024). 
The consultancy firm that worked on this project, Consulting, specialises in providing strategic advisory services to hotels and resorts seeking to optimise customer experience through digital innovation. With hospitality management professionals, technology integration experts, and customer experience designers, Consulting has succeeded in collaborating with leading hotel chains to optimise operations, enhance the delivery of service, and boost revenue. Our consultancy approach relies on data-driven analysis, customer best practices, and a tailor-made understanding of each client's unique concerns and objectives.
The objective of this report is to conduct a comprehensive analysis of the technological shortcomings that impact customer experience at Hilton London Bankside and offer strategic recommendations for upgrading. The examination will be guided by established theoretical models to ensure a systematic and thorough exploration of the problem. Specifically, SWOT analysis will be applied in assessing the technological capability of the hotel's internal strengths and weaknesses and external threats and opportunities involving market and technology forces (Birru, Sudarmiatin, and Hermawan, 2022).
To the SWOT analysis, a STEEPLE analysis will also be applied to evaluate the overall external drivers influencing the hotel's business landscape. Utilising this framework will examine the social, technological, economic, environmental, political, legal, ethical, and demographic drivers that could influence Hilton London Bankside's ability to acquire and utilise more advanced digital technologies. Awareness of such macro-environmental drivers will enable the hotel to more accurately anticipate challenges and align strategic initiatives with what is required.
To gap between actionable analysis and strategy, the TOWS matrix will be utilised. From the SWOT findings, the TOWS analysis will help transform the identified issues into strategic directions by aligning the internal capabilities of the hotel with external opportunities and threats. The strategic tool will allow the formulation of targeted recommendations that are realistic and effective.    
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Figure 1: (HILTON LONDON BANKSIDE REVIEW | 5 STAR HOTEL) 
 (Source: Youtube) 
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Hilton London Bankside is a flagship hotel in Southwark, London, and it is famous for its excellence in providing exceptional customer experiences. Despite Hilton’s grand plans to go global in digital transformation efforts, the Bankside property continues to have difficulty integrating its technology effectively with the customer experience (Cogo et al, 2021). Problems such as older check-in machines, inconsistent use of rooms in the app for room service, and an absence of integrated digital approaches to customer engagement across the hotel are undermining the establishment's basic functionality and customer satisfaction (Noordzife, 2014). 
[bookmark: _Toc201338829]Impact on the Hotel
Customer Satisfaction Decline
The need for smooth digital experiences has increased, resulting in subpar digital interfaces causing needless disruptions to customers. Business travellers in particular may grow tired of long check-in lines due to ineffective kiosks or deficient mobile key solutions. According to the 2024 J.D. Power North America Hotel Customer Satisfaction Index Study, those offering mobile check-in/out report 12-18% higher satisfaction indices (Busulwa, 2020).
Reputational Risk
Many times, the negative experiences of patrons affect their views in online reviews. According to a 2023 TrustYou survey, 87% of travellers read online reviews about hotels before booking. Continuous use of negative feedback on the digital services can spoil the brand of the hotel and put it at a disadvantage in the competitive accommodation industry of London. Hilton’s brand still evokes significant recognition, but the evaluations of customers on certain platforms, such as TripAdvisor and Google Reviews, all show that Bankside is far behind other Hilton locations when it comes to digital service satisfaction (O’Mahoney, 2021).  
Operational Inefficiency
Obligation of manual processes on front-desk staff may discourage increased operational demands that might hinder the standards of personal service to customers. Such inefficiencies, in turn, hurt the service delivery and incur additional costs. According to a report from Deloitte in 2023, implementing digital technology in hospitality operations can reduce the front-office labour cost up to 25%, indicating the possibility for Hilton Bankside to save more (Kipping and Clark, 2012).  
Revenue Impact
The lack of good digital integration only undermines the capacity to market other services successfully. In-room tablets and mobile apps are an integral part of selling the hotel’s amenities, room upgrades, and special deals. The lack of robust digital platforms means that the hotel loses out on revenue opportunities. In 2023, McKinsey revealed that digital upselling strategy implementation increased the ancillary revenue of participating hotels by 15-20% (Stringam and Gerdes, 2021).
Competitive Disadvantage
Top London hotels such as The Hoxton, Mondrian Shoreditch and Citizen are readily distinguishable for their excellent digital customer journey, i.e. app-based check-in, and AI-aided concierge capabilities. By failing to move with technology, Hilton Bankside risks being overtaken by lower-class competitors, who increasingly provide tech-savvy travellers, from millennials to business travellers, looking for digital ease (Mavridopoulou and O’Mahoney, 2020). 
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Legacy Systems
Bankside’s digital foundation is constrained by legacy property management systems that are failing to build an auto interface with modern technological advances, thus creating operational inefficiencies (Newton, 2010).
Inconsistent Implementation
Hilton’s efforts, such as Digital Key and Connected Room, do not always penetrate all its properties because of different deployment strategies. The small advances gained by Bankside in using technologies show a lack of standard procedures for rollout (Johnson, 2005).  


Budgetary Constraints
Hilton’s commitment to technology upgrades not only extends to the brand but is sometimes budgetary, narrow property-wise wise as recovery budgets continue to remain limited post-pandemic (Baron, and Armstrong, 2007).   
Resistance to Change
Making employees fit into new technologies is typically a challenging thing. Failure to train and motivate staff through change management may fail to maximise on new technology (McCarthy and Eastman, 2021).
Feedback Utilisation Gap
There are customer feedback mechanisms, but there is still an inadequacy in processing and addressing complaints concerning digital experiences, which leads to continuous issues.   
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A STEEPLED analysis considers the wider external environment affecting Hilton London Bankside, prioritising social, technological, economic, environmental, political, legal, ethical, and demographic dimensions. Socially, there has been increasing pressure for contactless services, boosted by the COVID-19 pandemic, that have transformed customer expectations of effortless and sanitary digital interactions. Technologically, the hospitality industry is experiencing swift developments, with AI-powered concierge services, mobile applications, and intelligent rooms becoming standard offerings (George, 2021).
Hilton Bankside's inability to keep pace with these developments puts it at risk of alienating tech-savvy visitors. Financial considerations, with a post-pandemic recession and inflation, could lead management to avoid heavy investment in digital. However, the investment in technology is also necessary to offset operational inefficiencies and personnel shortages, not only due to the pandemic but also given political turbulence such as Brexit, which has further weakened labour mobility. At the same time, Hilton Bankside is under increasing pressure to be more environmentally friendly from customers increasingly demanding environmentally-friendly hotels. Digital solutions, for example, that eliminate paper and are energy efficient, add value to Hilton Bankside's green image (Bagadiya and Kathiriya, 2024).

	Factor
	Impact on Hilton London Bankside

	Social
	Growing demand for contactless services post-COVID, expectation for seamless digital customer journeys (Mohanty and Munir, 2024). 

	Technological
	Rapid advancements in hospitality tech (AI, Iot, mobile apps) necessitate continuous upgrades to remain competitive.

	Economic
	Inflation and economic uncertainty strain budgets, affecting investment in technology upgrades.

	Environmental
	Increasing focus on sustainability; digital solutions reduce paper usage and energy consumption, aligning with green initiatives.

	Political
	Post-Brexit regulations affect labour mobility, increasing reliance on technology to offset staffing shortages.

	Legal
	GDPR compliance mandates secure handling of digital customer data, influencing tech system choices.

	Ethical
	Ethical obligation to provide safe, hygienic, and efficient customer experiences through contactless technology.

	Demographic
	Rise of tech-savvy millennials and Gen Z travellers who prefer digital-first interactions.

	Environmental (Second Entry)
	Climate-conscious travellers prefer hotels using smart energy-saving technologies, making digital upgrades a sustainability strategy (Menegaki, 2024).
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Internal strengths, weaknesses and environmental threats and opportunities faced by Hilton London Bankside are considered using a SWOT analysis. The hotel has a strong base of trust and recognition as a result of Hilton’s established international brand and thus has a competitive advantage over other competitors who are barely managing to achieve such rates of trust (Fachada, 2023). Given Hilton’s established brand and a strong loyalty program, Hilton Honours, the hotel is assured of a regular and reliable customer base. Because of its position within the boundaries of Southwark, close to London’s prime tourism and business centres, the hotel commands a stronger market position. Such good service on the part of the staff is a great selling point for the hotel, as constant glory in customer mall-popnotes reflects the enthusiastic and professional approach maintained (Belay, 2020).
However, several critical weaknesses have come to light, focused in particular on digital capabilities. Failure to keep pace with digital infrastructure means the hotel cannot align with Hilton’s global digital moves, resulting in differences in customer satisfaction (Sanli, 2024). A plain illustration is the use of such tools as mobile check-in and the room smart technology, which both in terms of both hospitality and efficiency, are minimised. Additionally, the hotel faces problems with combining advanced technology with its existing property management systems, thus resulting in servicing inefficiencies. A significant weakness lies in the ineffective use of customer input, since a series of unresolved digital service issues continues to deter customer satisfaction (Commey et al, 2023).  





	Strengths
	Weaknesses

	Strong global brand reputation and loyalty program (Hilton Honours).
	Outdated digital infrastructure is impacting customer experiences.

	Prime location in Southwark, close to key tourist and business hubs.
	Inconsistent deployment of digital customer services (e.g., mobile check-in, in-room tech).

	High service standards and experienced staff.
	Limited integration between existing PMS and new technologies (De Villiers, Kuruppu, and Dissanayake, 2021). 

	Commitment to sustainability and corporate responsibility.
	Underutilisation of customer feedback for tech improvements.



	Opportunities
	Threats

	Leveraging AI, Iot, and mobile apps to enhance customer experiences and operational efficiency.
	Intense competition from digitally advanced hotels in London.

	Partnering with tech startups for innovative hospitality solutions.
	Economic downturn is affecting travel and hospitality budgets.

	Utilising customer data analytics to personalise services and increase loyalty.
	The rapid pace of technological change is outpacing Hilton Bankside's adoption capacity.
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Drawing from the SWOT analysis, TOWS analysis bridges Hilton Bankside's internal strengths and weaknesses with external opportunities and threats to create actionable strategies. Merging strengths and opportunities, it indicates that Hilton should utilise its worldwide brand clout to secure alliances with top technology providers, allowing property-specific digital upgrades (Fachada, 2023). Furthermore, the hotel's sustainability efforts are complementary to digital programs that reduce environmental footprint, like paperless check-ins and smart energy management systems.
When matching strengths against threats, Hilton Bankside can leverage its strong service standards to ensure customer loyalty, even when introducing new technologies. One way for the hotel to alleviate competitive pressures while still maintaining excellent hotel service will be to use the available staff knowledge and skills to tailor tech-based customer services and differentiate Bankside from competitors (Bardukova, 2023).
In the weaknesses-opportunities alignment above, problem areas should only require attention with some strategic focus. As mentioned, upgrading old systems with digital solutions that are integrated into existing systems and can be expanded in the future should be at the top of the list.  Training would be a good investment to train the admin and staff on the new service and how it could offer better service overall (Suriyanti, 2020). Lastly, the weakness-threats matrix presents a high priority need to analyse reviews to ascertain customer feedback in the timeliness of identifying and closing digital service gaps (Salifu, Yemofio, and Kulondwa, 2022).






	Strengths-Opportunities (SO)
	Strengths-Threats (ST)

	Use Hilton’s global brand influence to secure partnerships with leading hospitality tech providers for Bankside-specific upgrades.
	Leverage high service standards to maintain customer loyalty despite digital gaps, while gradually phasing in technological improvements.

	Capitalise on sustainability commitments by promoting digital initiatives that reduce environmental impact (e.g., paperless check-in).
	Use staff expertise to implement personalised tech-driven customer services that differentiate Bankside from competitors.



	Weaknesses-Opportunities (WO)
	Weaknesses-Threats (WT)

	Address outdated systems by adopting modular, scalable digital solutions that fit within budget constraints.
	Prioritise customer feedback analysis to identify and fix digital service gaps, preventing further reputational damage (Singgalen, 2025).

	Conduct comprehensive staff training programs to overcome resistance to tech adoption and improve service delivery.
	Implement phased digital transformation plans to mitigate the risk of operational disruption while keeping pace with competitors (Butt, 2020).
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While Hilton London Bankside faces challenges in digital falloff, we have more advantages than deficiencies. First, the hotel has excellent service quality, scoring highly on Booking.com and Expedia for friendliness of staff and cleanliness (Sanli, 2024). Centrally located, the site creates a conducive backdrop to hosting both business and leisure travellers. The mastery of the Hilton Brand through its loyalty program, Hilton Honours, rewards many exchanges, with its value-added perks promoting repeat stays (Fourie, Goldman, and McCall, 2022).
Second, the hotel is showing leadership in sustainability by being a member of Hilton's "Travel with Purpose" initiative. This effectively aligns with customers' expectations as sustainable or 'green' travellers. Overall, these represent a formidable foundation upon which to augment any digital advances (Matteucci, 2020).
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Viewing Hilton London Bankside's emerging issues around providing consistently digitally-enabled customer experiences in detail indicates that the hotel requires a structured change management process to direct attention to several operational and technological shortcomings. From multinational to British hotel supplier, Hilton London Bankside has been trying to resolve digitisation issues to improve customer relations and operational efficiencies; ultimately, with improved risk mitigation of losing market position (Evans, 2024) considered these observations, it is proposed that several strategic initiatives should be implemented to raise the levels of customer satisfaction and attain superior standards of operation with the help of technology-led improvements and proper change management implementation (Ashton, 2021).
One of the major recommendations is the introduction of a strategic plan for a gradual digital revolution in all aspects of the hotel’s operations. Firstly, the hotel has to upgrade its PMS by transitioning to a unified and cloud-enabled platform (Wynn and Jones, 2022). In the current condition, outdated property management systems weaken effective cooperation among front desk, housekeeping, maintenance, and customer-oriented functions. Moving to an advanced, scalable PMS will enable the hotel to consolidate services, reduce clerical mistakes, and have immediate service value delivery. Such a changeover into this sophisticated system would allow implementing mobile check-in and check-out, digital keys, and automated delivery requests, thereby increasing the general convenience for customers. The choice of Oracle OPERA Cloud PMS would be more beneficial for several reasons, including its large presence in premium hotels worldwide and the fact that it would meet Hilton’s digital forward-thinking strategy (Awara et al, 2023). 
The second proposal is based on improving the tailored features of the Hilton Honours mobile application for the bankside hotel. Although internationally recognised, adoption at the Bankside location varies. To fill this gap, the hotel may adopt the app in cultivating property-specific services such as digital concierge, instant messaging and room technology to manage lighting, temperature and entertainment (Clifton, 2023) Through such customisations, the hotel can improve customer convenience while still allowing the contactless service that is now a priority in the post-pandemic era. Moreover, AI chatbots’ inclusion into the app would ensure uninterrupted virtual support, minimising the in-person staff’s workload while increasing service response time (Ahmad et al, 2024). 
One of the key elements of a hotel’s further digital transformation is the maximisation of the effectiveness of customer feedback insight. The Hilton Bankside’s existing feedback loops are not sufficiently equipped to serve, especially digital offerings. It is recommended to invest in state–of–the–art analytics tools which aggregate and analyse the customer feedback across various platforms, both in online reviews, surveys, and social media (Abdel‐Hamid et al, 2022). Revinate and Medallia provide solution-based tools for the hospitality industry, which enable hotels to use customer data, continually improve the services offered. By regularly examining feedback from customers, the hotel will be able to detect the problems with the service, as well as create individual experiences for its customers, which will help maintain the hotel’s competitive edge (Chiang et al, 2022). 
To implement these recommendations effectively, a suitable change management process needs to be established. The initiatives to manage the change should begin with engaging all employees in open leadership communication, detailing the Hotel’s digital transformation purposes, reasons, and benefits (Weber, Büttgen, and Bartsch, 2022). Improving organisational readiness can be achieved through serious training exercises that make employees ready to make efficient use of cutting-edge digital facilities. Technological integration without interventions can be smoothly realised with role-specific, dynamic training programs focused on front desk representatives, housekeeping teams, concierge professionals, and managerial staff (Whittington and Molloy 2005). 
In addition, setting up a sole Change Management Team (CMT) in the hotel would help achieve a systemised and planned transition (Equenot, 2024). This team of delegates from different departments would be accountable for tracking progress, solving workers' issues, and aligning with project timetables. The CMT would also provide a feedback channel through which workers could raise obstacles faced during transition and recommend potential solutions, leading to an open culture of working together (Vuchkovski et al, 2023). 
Of all aspects of change management, perhaps the most sensitive is handling any resistance from employees who are used to conventional methods of service delivery. To forestall this, the hotel must introduce reward schemes that identify and reward early movers and good performers who adapt digital tools well (Shi et al, 2021). Through showcasing outcomes and measurable benefits such as reduced workload and improved customer interactions, the hotel can slowly shift organisational attitudes towards accepting technological change. 
Regarding tracking and measuring the effectiveness of the strategies employed by the hotel, it is recommended to take a multi-aspect approach. The Key Performance Indicators (KPIS) would need to be created on three main domains: customer satisfaction, operational effectiveness, and financials. For customer satisfaction, data like Net Promoter Score (NPS), review ratings on online portals, and customer feedback surveys would give real-time insight into the customer experience affected by the digital upgrade (Rafiei, 2024). Operational productivity may be gauged via such measures as check-in/check-out time averages, customer request response time, and productivity statistics among employees. The financial aspects, on the other hand, may be monitored via improved Revpar, lower costs resulting from diminished manual functions, and greater occupancy levels that come as a consequence of greater customer satisfaction (Green and Tran, 2023).
To maintain continued relevance and effectiveness, these KPIS must be reviewed every quarter, with data-driven reports being presented to the executive team of the hotel. Regular review meetings would enable the detection of any emerging issues, enabling timely adjustments to the digital strategy (Fernandes et al, 2021). Furthermore, there are opportunities to schedule regular customer focus groups and staff feedback sessions that could offer useful qualitative views, increasing the interpretative use of the data while adding to the hotel’s intelligence of the transformation’s effects.
There is a great deal to be gained in implementing these suggestions. Functionally, the use of advanced digital systems would flex processes, reduce service interruptions and minimise human errors, which will ultimately enhance efficiency and productivity (Javaid et al, 2022). Customers would find it advantageous to be blessed by frictionless, contactless services that increase the convenience factor, the ability to personalise, and satisfaction, meaning that it would create loyalty and positive recommendations. Through its strategic transition to digital, Hilton Bankside can eventually become a symbol of innovation in the highly competitive London tourism industry, winning both tech-savvy tourists and corporate clients (Thakur, Kansram and Khan,2025).
In terms of finances, though there will be huge costs initially on the upgrading of technology and staff training, there are expected benefits in the long term, which make this worth investing in. The expected cost of introducing the advanced technology and digital services, including upgrading the property management systems, is supposed to be in the range of £250,000. Between £50,000, the costs for training employees and dealing with organisational changes are budgeted. With the hotel’s exceptional status in Hilton’s portfolio, having impressive revenue potential, the relative costs are therefore both justifiable and fit in with the hotel’s capital expenditure range.
Besides, the adoption of automation and digital services should optimise the operations, reduce the expenses on the workforce and rationalise the management of the resources with a major reduction of the long-term spending. By providing customised online engagements tailored to produce satisfaction and loyalty, the hotel intends to realise increased occupancy and generation of revenue, ensuring the hotel’s success in the return on investment.  
In addition to the underlying recommendations and change management plans already discussed, it is important to consider the wider strategic implications of the suggested digital transformation for Hilton London Bankside. The success of such an initiative depends on the alignment of all major stakeholders, ranging from senior management to frontline employees, as well as cooperation with external partners. Successful stakeholder management is key to making the shift towards a digitally enriched customer experience both seamless and sustainable. 
Perhaps the biggest challenge in integrating technological upgrades within a heritage-rich hotel such as Hilton Bankside is striking a balance between innovation and brand identity while preserving the personal touch that luxury hospitality is all about. To traverse this, stakeholder mapping should be done to determine the people and organisations most impacted by, or have the most influence on, the change process. These are the hotel administration, operational staff, IT help desk, corporate Hilton leadership, and even loyal customers. Continuous consultation and communication with the stakeholders will aid in the resolution of concerns, acquiring valuable feedback, and creating a collective vision for the transformation.
For example, engaging employees at the pilot stage of new technologies not only contributes to competence but also boosts commitment by showing their voices are being heard. Equally, involving regular customers' opinions during test rollouts will refine digital products to the clients' standards. Such engagement has the potential to counteract the resistance to change and make improvements in technology fit with the excellence of the service provided by the hotel, and not against it. 
Besides improving immediate operations, the hotel must have a vision for long-term digital transformation. A five-year digital strategy plan must be developed, with stepwise targets for technological implementations, innovations in services, and continual improvements (Farías and Cancino, 2021). The plan must be dynamic so that it can accommodate the rapid changes in technology and the business environment. Voice-controlled room operations, virtual tour AR, and Iot-based predictive maintenance will set Hilton Bankside as a front-runner in digital hospitality.
Risk management is also one such crucial area that must be incorporated into the change management plan. Digital transformations carry inherent risks with them, such as risks of system integration failure, threats to data security, and interruption of customer services during implementation. To prevent these risks, the hotel must have solid cybersecurity measures in place under the regulations issued by GDPR and all other data-protection laws. The hotel shall be working with reputable IT service providers offering end-to-end encryption, secure cloud storage, and real-time threat detection (Subramaniam et al, 2011). 
Moreover, conducting risk assessments and having enterprise backup plans in place will enable operations to continue even when unexpected technical problems arise. For example, the availability of duplicate systems running parallel to the current one during transition provides safety from service outages, while an active IT support, having the technicians present on location, allows for prompt troubleshooting (Landoll, 2021). Stress-testing new systems and regular audits should be included in the business protocols of the hotel to uncover potential weaknesses proactively and put in place countermeasures (Kesa, 2023).
Change management plans should also feature a customer perspective, not to discriminate against the less tech-savvy customer. What this means is that for the initial phase of the rollout, a hybrid mode of service will be required in which both traditional and digital services exist. This will accommodate customer choices and provide an easier transition, mitigating service disruptions (Das, 2023).
In essence, Hilton London Bankside's digital transformation is not merely a technological evolution but a dire strategic step in enhancing the customer experience, operational efficiency, and attractiveness for sustained competitive differentiation. The proposals above, backed by an active change management program, manifest a crisp roadmap aimed at addressing the challenges and realising the objectives of the hotel (Bharwani and Mathews, 2021). Hilton Bankside would then be able to sail through the transition smoothly via a phased implementation, ongoing engagement of the staff, and strict monitoring of its success, hence setting the stage for long-term success in a rapidly evolving hospitality landscape (Equenot, 2024). 
With any large-scale digital transformation, close to its investment can be huge-scale, but it has to be viewed in the larger context of long-term value creation. Apart from the estimated 300,000-450,000 pounds investment required initially for system enhancement, mobile application development, and staff training, the hotel will need to invest an additional 100,000 pounds in system maintenance, software updates, and innovation initiatives over the next three years. This phased investment strategy works financially and allows the hotel to realise incremental returns while distributing costs over time (Irani et al, 2023). 
Secondarily, the ROI on this makeover is that customers would be satisfied more, owing to the intuitive customer experience and personalised digital experience and hence higher occupancy rates, repeated visits, and brand loyalty. Such efficiencies will be brought about by providing automated processes supported by real-time analytics to reduce manual work, thus lowering operational costs and freeing staff time for high-value engagements with customers (Das, 2023). 
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To ensure the successful implementation of the suggested actions for enhancing customer experience through technology at Hilton London Bankside, an elaborate action plan has been drawn up. This action plan shall serve as an executable document for the hotel management, providing a methodical dissociation of the issues enumerated, corresponding remedies, expected outcomes, achievable timeframes, and associated expenses.
The main focus is on bringing old digital systems up to date, making mobile apps a regular part of service, and reaching operational efficiency by automating and using smart technologies. The plan puts customer-driven changes at the forefront, aimed at filling today’s service gaps while also building sustained operational excellence for the future. Everything we do aligns with Hilton’s worldwide brand standards and customer expectations, ensuring consistency in the delivery of high-quality services (Kakolu and Faheem, 2023).
The action plan comes in a sequence where the first set of activities pertains to augmenting self-service kiosks and mobile room service features. Mid-term activities shall relate to staff training on the digital delivery of services, wherein they will be able to implement centralised CRM seamlessly (Gupta and Sharma, 2021). The long-term objective will be to bring smart room technologies and personalisation tools through AI. All the phases have been duly planned and budgeted for, keeping in mind the size of operations in the hotel as well as its financial standing. 
This action plan gives Hilton London Bankside a clear, actionable roadmap to systematically improve its digital customer experience, increase service efficiency, and stay competitive in London's fast-paced hospitality landscape (Hickman, E., Exploring the dynamic nature of customer experience to expose the interlinking roles of digital disruption, emotions and effective communications (Thealla et al, 2024). 



	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Outdated self-service kiosks
	Upgrade kiosks with modern touchscreens & fast systems
	Faster, hassle-free check-in/out experience
	3 months
	August 2025
	£75,000

	2
	Inconsistent mobile app service
	Enhance mobile app integration for room service & requests
	Seamless, convenient digital customer interactions
	4 months
	September 2025
	£50,000

	3
	Lack of real-time customer feedback capture
	Install smart feedback terminals & integrate with CRM
	Immediate response to customer concerns
	2 months
	July 2025
	£30,000

	4
	Staff digital skill gaps
	Conduct comprehensive digital service training workshops
	Improved staff competence and service quality
	2 months
	July 2025
	£20,000

	5
	Manual operational inefficiencies
	Implement AI-powered concierge chatbot & smart room controls
	Enhanced operational efficiency and customer personalisation
	6 months
	November 2025
	£100,000

	6
	Fragmented customer data management
	Deploy a centralised CRM system for data-driven service
	Unified customer profiles for personalised service
	5 months
	October 2025
	£75,000
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This report has made an in-depth analysis of the current situation of Hilton London Bankside regarding technology use and customer service delivery. The assessment revealed major shortcomings in the hotel’s digital services, especially as it pertains to outdated check-in systems, inconsistent mobile offerings, and poor integration of customer personalised interactions. Despite the backing by this prestigious global brand, location and the luxury level of service as well as brand loyalty of Hilton London Bankside, the report identifies significant opportunities for improvement that can be made to the digital customer experience.
The early portions of the report involved the analysis of main issues affecting customer satisfaction, namely excessive waiting time in check-in, the underuse of the mobile app, and the lack of various possibilities for real-time customer feedback. These problems are commonplace in the industry, but become even more relevant after the pandemic, when customers expect more convenience, personalisation, and technological reliability from digital services. It was discovered that problems in digital technology lead to reduced customer satisfaction, operational inefficiencies, and a loss of the hotel’s prospects of having a sustainable competitive edge in the industry.
The weakness and opportunities assessed and threats and environment (STEEPLED) analysis underlined the strength of Hilton Bankside in terms of its famous brand, loyal fan base and its central location, but also revealed the external and internal hazards faced by the Bankside at present. Breaking down the external factors, the study highlighted the threats of technology disruption, a shifting customer demand market, and being overshadowed by digitally innovative competitor companies. In-house challenges were ageing the technological systems and the digital integration of an inconsistent nature; this put Hilton Bankside at a disadvantage compared to other Hilton hotels that have adapted technologies like AI customer assistance and automated rooms.  
The report offered a range of data-based solutions aimed at lifting Hilton Bankside to the top example of digital competency in the Hilton network. The proposed implementations include implementing enhanced technology on self-service check-in stations, synchronising mobile app services for room service and customer requests, and establishing real-time feedback. The report further calls for artificial intelligence solutions like chatbots and smart room controls that can make operations easier and create a better encounter, both from when the customer checks in until they leave. 
Technological recommendations in this direction were complemented by a well-rounded change management strategy, which guaranteed a smooth and lasting integration process. Creating strong relationships with stakeholders, offering extensive staff training and putting in place strong risk management measures were the priorities in the plan. It was critical to the initiative to ensure that all the staff are on board, open to innovation, with a special emphasis on upskilling the staff with the aid of digital tools and developing a culture of continuous improvement. It was advised that it should be implemented step by step to avoid devastation, in addition to the use of clear KPIS and performance measures to measure development and impact. The first outlay that has been estimated, at £300,000 to £450,000, was found to be essential in the attainment of the important long-term gains, such as increased customer satisfaction, increased staff efficiency and increased profit through repeated bookings and customer loyalty.  
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