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[bookmark: _Toc199982631]Executive Summary
The consultancy report looks at the main operational and service concerns Holiday Inn London is facing now, as a well-known central London hotel within the IHG brand (Holiday Inn, 2025). Despite all the positive responses, customers have recently been less happy with the hotel, which they highlight in their reviews by referring to slow housekeeping, bad front desk help, misunderstandings caused by language barriers and booking problems. As a result of these issues, the hotel’s advantage in the market is declining, which affects its image, how many guests it attracts and its earnings (Gursoy et al., 2017).
The report gives a detailed introduction to Holiday Inn London, including its position, size and top services. It then details what the consultancy firm does and the techniques used to analyse the issues, for example, the 5 Whys, SWOT analysis, Force Field Analysis, Lewin’s Change Model and the DMAIC approach in Six Sigma. With the help of these frameworks, they could find the core reasons for problems in operations and with customer care (Burnes, 2017). Basically, the key issues are slow and irregular housekeeping, not enough multilingual staff at the front desk, the booking system not working smoothly with on-site management, and guests not being properly welcomed. Multiple customer reviews and online information were used to make sure the challenges were explained fairly. 
Once the analysis is finished, clear steps are recommended by the report for tackling the problems. Some examples are adopting a single digital system for room cleaning, teaching staff new languages, upgrading software for better bookings and guest complaints and reorganising reception routines. It is suggested to use Lewin’s Change Model, Stakeholder Mapping and Force Field Analysis to guarantee that staff accept these improvements, handle resistance and become more involved.
The report emphasises that handling problems in hospitality requires a diverse set of solutions. The decision to use different frameworks is used to determine factors within and outside the hotel that impact its performance. In the SWOT analysis, the business realised that employees at the front desk acted unprofessionally, housekeeping was slow, the hotel faced much competition in London, and people’s preferences were always changing (Walker and Walker, 2021). 
Using the 5 Whys method, the consultancy team could find out the issues complained about by many guests. The root cause of delayed housekeeping was found to be a combination of problems: unsatisfactory staff skills, lack of a proper schedule and limited managerial oversight. Also, not enough attention was given to staffing and employee training, which made it hard for the front desk to support a wide range of international guests. If the key problems are found, recommendations will help fix them instead of just offering temporary solutions.
With the usage of Six Sigma’s DMAIC method, the issue of digital integration was organised in terms of continuous improvement. The framework made it easy to solve issues with bookings and complaints, watch their frequency, analyse the needed improvements in technology and management systems, carry out software updates and continue training for effective monitoring. Using this process helps to avoid errors and encourages teams to focus on quality, which is very important in hospitality (Antony, 2006).
With Force Field Analysis, those in charge could see the different driving and restraining forces that impacted improvements in reception and check-in. Identifying that employees could have resisted the changes because of their bigger workload or need to learn new processes led the management to use strategies such as bonuses, praise and a gradual rollout so that the change was widely accepted. Focusing on people makes it more likely that a change will be accepted and will stick over time (Lunenburg, 2010).
The report includes an analysis of financial issues, so that the budgetary limits of the hotel are not exceeded by the proposed strategies. The expenses required for updating technology, employee training and new system implementation were examined against the usual financial income and spending of the hotel. The hotel remains financially stable as it focuses on quality upgrades because of careful budgeting. Having both high-quality service and budget efficiency is very important for staying profitable, especially since the hospitality market in London is usually very cost-conscious (Guilding, 2022).
Since the main aim is to check the progress made by the changes, the report suggests setting up key performance indicators (KPIs) for guest satisfaction scores, how fast rooms are serviced, offering multilingual help, accuracy in bookings and the waiting time at reception. Getting feedback from customers through surveys and review sites can let a business know instantly about improvements needed. Regularly performing audits and reviewing the performance of staff according to the new systems and training will help maintain the set of standards. 
There are possible benefits from these improvements that go beyond making short-term fixes. Improved guest experiences may result in more repeat customers and better recommendations to others, which helps the place stay or become more successful in a place like London (Kandampully et al., 2018). Efforts to enhance operations can cut down on costs from mistakes, customer complaints and reworks, which in turn makes it easier to reach a healthy profit. By making staff and technology important, the hotel is prepared to face future problems and take advantage of opportunities, which helps it stay up to date and focus on visitors.
[bookmark: _Toc199982632]Introduction
This report takes a critical look at an important issue affecting Holiday Inn London, an important part of the global InterContinental Hotels Group (IHG) portfolio. The main point is to find and resolve problems in operations that have brought down customer satisfaction and employee involvement, which are vital to long-term success in the hospitality industry (Brotherton, 2012). The report is meant to provide useful, strategic advice based on evidence to help the hotel stand out again in the crowded London hospitality market (Barrows et al., 2021).
[bookmark: _Toc199982633]Background of Holiday Inn London
Located right in the centre of London, the four-star Holiday Inn London – Kensington High Street has amenities, easy access to sights and is near business areas. It was originally built in the late 1990s and had a major renovation in 2016. There are over 700 up-to-date rooms, a top-notch fitness centre, conference areas and on-site restaurants designed for people travelling for business or leisure (Holiday Kensington, 2025). Its strong brand and situated hub are not enough; recent checks within the company and customer feedback point to problems with quality, making its performance in the market questionable.
[bookmark: _Toc199982634]The Consultancy Firm: StratEdge Solutions
A London-based management consulting firm, StratEdge Solutions, has drafted this report for businesses providing hotel and service industry services. StratEdge Solutions has efficiently supported hotel chains in the UK and abroad to raise productivity, organise tasks internally and engage stakeholders. The company uses data, focuses on people and bases its work on theories and proven methods for handling complicated business problems.
The main problem found is that guests are less satisfied, attributed to problems with operations and staff morale (Kwenin et al., 2013). Many guests report long waits at check-in, poor upkeep in some rooms and mixed service which is lowering the online ratings and the number of people staying again (Smith and Liu, 2022) At the same time, the high number of workers leaving and the lack of proper communication among staff have made employees feel less engaged which has also led to more gaps in providing services. Some hotel challenges endanger its credibility and make it more difficult for the hotel to remain profitable in the city.
[bookmark: _Toc199982635]Purpose and Structure of the Report
This report aims to find out the causes of these problems and offer effective strategies for improvement (Kaplan and Norton, 2004). Five important organisational and strategic frameworks will be applied to study and diagnose the issue differently:
1. McKinsey 7S Framework
The purpose of this model is to assess whether the key elements of the organisation—strategy, structure, systems, shared values, style, staff and skills—are aligned, so gaps can be found where they may be causing problems.
2. SWOT Analysis
To better understand its market position, a SWOT analysis will be performed to highlight the hotel’s strengths, weaknesses, opportunities and threats.
3. Kotter’s 8-Step Change Model
Because change management is essential for transformation, using Kotter’s framework will guide in constructing a viable plan for achieving sustainable success throughout the organisation.
4. Stakeholder Mapping
The tool will help to organise stakeholders according to how much power and interest they have in the decision. It will lead to clearer communication and better reaching of priorities within the stakeholder group (Freeman, 2010).
5. Force Field Analysis
An analysis of the existing factors influencing change will be done to evaluate whether changes at the hotel can be achieved, assisting in making decisions about the strategy.
Through using these frameworks thoroughly, this report will give actionable insights and tips that fit the hotel’s operations. Restoring good service, boosting employee satisfaction and increasing loyalty among customers, and profits are the primary purposes (Ahmad, 2012).
[bookmark: _Toc199982636]Issue Analysis:
[bookmark: _Toc199982637]Issue 1: Poor Housekeeping Standards and Delayed Room Cleaning
Numerous complaints from guests are related to declining housekeeping services. Many of the guest reviews showed that most rooms were cleaned as late as 4:30 p.m., and in at least one case, only after the guest requested 6:15 p.m. It means guests have to wait longer for comfort, which could show the department is not well-managed or understaffed. Because the brand promises guests a dependable and peaceful visit, the issues left a negative impression on returning customers.
Room cleanliness is considered most important by 84% of people travelling, as reported by Statista (2024) (Umair, 2025). Bad housekeeping at a place leads to unhappy customers and makes them less likely to come back. Thus, this matter can highlight that the company’s internal methods are flawed; they may be short on staff, or there are problems with how employee schedules are arranged (Ming-Chu, 2017).
[bookmark: _Toc199982638]Issue 2: Front Desk Inefficiency and Poor Guest Relations
A number of reviews point out that receptionists are not professional. A customer had to fix their access card in the room five times over a short period, and the room was not thoroughly cleaned, which pointed to poor operational coordination and responsiveness (Google Reviews, 2024).
Language differences created a second serious issue for the community. Because the family was Spanish-speaking and did not communicate well with the front desk, they were not supported and were confused about their charges and their missing reservations. Since London is a major city welcoming people from different backgrounds, a lack of preparation to handle guests from various cultures and languages hinders inclusivity and accessibility for the brand in hospitality (Harrie, 2024).
[bookmark: _Toc199982639]Issue 3: Unresponsive Management and Poor Crisis Handling
A further important issue arises from how duty managers act and how they address incidents. Many people mention that team members are impolite, even when problems like sudden power outages or late check-ins need an empathetic and fast response. This shows that the company's procedures for handling problems and the role of leaders need improvement.
In this situation, following the 8-Step Change Model by Kotter is most helpful for shifting culture and operations (Aycan et al., 1999). It seems the company has no clear ‘guiding coalition’ or vision on providing customer-oriented service delivery. If the leaders aren't motivated or monitored properly, these issues will not get solved. It was also made clear in the comments that the manager refused to accept IHG app bookings, which pointed out a conflict between the reservation centre and what happened locally (Tripadvisor, 2023). This weakens the brand’s online systems and could encourage users to refrain from booking through the app, which is popular in today’s market. 
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(Tripadvisor, 2024)
[bookmark: _Toc199982640]Wider Implications: Reputation, Revenue, and Scope
Such failures create problems that go beyond the initial incident. First, TripAdvisor, Google Reviews and Booking.com help increase, publicise and damage guest unhappiness with the hotel. The research by Cornell Hospitality (2022) shows that losing one star in a hotel’s online average can cause a decline in revenue of up to 11.2% (Chris, 2012). Poor reviews, inefficient ways of working and poor customer experience can cause hotels to have lower occupancy rates, less RevPAR (Revenue Per Available Room) and more customers switching to other establishments.
Furthermore, such challenges make staff burn out and leave, which increases the gap in service. The PWC UK 2023 Hotel Report states that 25% of employees leave their jobs, citing worsening mental health because the management offers insufficient support, and some guests are rude (Aaron, 2025). Once again, the team at Holiday Inn London need better training and a chance to rest more since they often work under great pressure
[bookmark: _Toc199982641]Application of McKinsey 7S Framework
To understand how a company is organised, managers use the McKinsey 7S Framework, which separates seven important elements into hard (tangible) and soft (intangible).
[bookmark: _Toc199982642]Strategy
The strategy for guest services is different from the way things are done when compared to field experience (Sudirjo, 2023). At the heart of Holiday Inn’s strategy is ensuring guests have pleasant, dependable and trustworthy stays (Sitholeanymore, 2022). Even so, reports from guests, like delays in cleaning, persistent maintenance concerns and impolite staff, show that this strategy is not reaching the work being done day to day.
[bookmark: _Toc199982643]Structure
The way the company is structured at the hotel makes it appear very rigid and centralised. Staff members often cannot solve issues immediately (e.g., related to the language, access cards and booking) without going to the manager, who at times messes up resolving the problem. The report suggests that seniors are micromanaging and there is too little authority at the lower part of the organisation.
[bookmark: _Toc199982644]Systems
The operations related to scheduling housekeeping, welcoming guests and taking care of requests have obvious issues. Leaving rooms unclean until as late as 6:15, not being able to cancel room bookings using the IHG app and denied towel requests describe a failure in IHG’s systems.
[bookmark: _Toc199982645]Shared Values
The way staff behave is guided by organisational values that are shared by all. Guests frequently mention that front desk staff and managers are not nice and do not help as they should, which goes against Holiday Inn’s main values like being hospitable and caring (Questionpro, 2023).
[bookmark: _Toc199982646]Style (Leadership Style)
The way the hotel is led is more about task management and guidelines than about positive change. There have been many reports saying that duty managers appear unfriendly, unhelpful and uncaring, even when guests are facing difficulties. Rather than helping their staff, they hurt the confidence of guests and do not act as leaders (Azhari et al., 2024).
[bookmark: _Toc199982647]Staff
People who have stayed at the hotel say that the staff for housekeeping, reception and management are not proficient and deal with too many tasks. Not being able to help Spanish-speaking guests and deficiencies in basic customer service abilities suggest problems with how the company recruits, trains and manages its staff.
[bookmark: _Toc199982648]Skills
Staff and managers often lack the skills that running a worldwide recognised hotel would demand. Untrained employees are evident in poor cleaning and dealing with impolite guests, so they aren’t ready for situations that require service recovery, managing conflict or handling problems (Blueprint, 2025).
[bookmark: _Toc199982649]Application of Strategic Frameworks to Holiday Inn London Issues
[bookmark: _Toc199982650]Root Cause Identification through 5 Whys Analysis
It is used to examine the hidden reasons for operations to be inefficient. Just as an illustration, a guest had a long wait to have their room cleaned, arriving back after 6:15 p.m.
· What caused rooms to remain dirty after the cleaning time? No one came to clean the rooms until much later in the day.
· Why was housekeeping late with its cleaning? As a result of not managing the times well and a lack of oversight.
· Why did the scheduling not work well? The reasons are understaffing and a lack of adequate planning.
· What reasons are there for understaffing? Because the cleaning staff has high quit rates and is not very happy.
· What causes staff to quit or feel less enthusiastic? The cause of not getting the proper training, having poor leaders and not really being valued.
It shows that racism is a big problem, not only something that happens here and there. The result of poor management, low workforce levels and low staff morale is less focus on guest needs, which harms the hotel’s image (Lin and Ping, 2016).
[bookmark: _Toc199982651]SWOT Analysis – Internal and External Positioning
The SWOT analysis helps see the major things influencing Holiday Inn London from both inside and outside the company. It allows the company to understand its strengths and determine what to improve to help overcome current problems (Gürel and Tat, 2017).
	Strengths
	Joining InterContinental Hotels Group (IHG) has helped Holiday Inn London become known for its consistency and high quality around the world (FMS, 2023). Because of this brand association, returning guests trust the hotel more and new guests feel inspired to choose it. Moreover, the hotel’s place in the heart of London means it is easily reachable for both tourists and those on business trips. Moreover, regular customers have been loyal to the hotel for years, which points to its strong past satisfaction (Oh and Kim, 2017).

	Weaknesses
	However, the hotel must overcome some important problems that arise within its organisation. Many customers mention that the staff at the front desk are not respectful or helpful, the servicing of rooms is not always the same, and the hotel lacks people who speak different languages. This reveals that there are big gaps in serving customers, employees don’t take responsibility, and things are not run in an effective way (Shukla et al., 2013).

	Opportunities
	These weak points have many opportunities for the hotel to grow. This requires preparing staff members well, for example, with courses in customer service and language learning (Barusman et al., 2019). Having digital room cleaning lists, guest support in more than one language and complaint management makes things run smoothly and error-free.

	Threats
	If they are not dealt with, these issues harm the hotel's standing among competing hotels. Issues reported on TripAdvisor can make potential guests decide against booking, and repeat service issues could weaken the way the IHG brand is seen and trusted.



Strategic Solutions Using the TOWS Matrix
The TOWS Matrix uses the information from the SWOT analysis to link what the organisation can do with what is happening outside to decide on strategies.
	Strength–Opportunity (SO) Strategy
	Benefitting from the positive reputation of the IHG brand to bring on better staff and create better employment terms. It improves how both language and service quality complaints are managed (Grant, 2021).

	Weakness–Opportunity (WO) Strategy
	· Fixing the issue of insufficient employee learning by setting up in-house training for the Spanish and French languages.


	Focusing on Strength-Threat (ST) Strategy
	Guiding guests to use the IHG app so staff can proactively address bookings and complaints, making the front desk less busy.

	Weakness–Threat (WT) Strategy
	Keeping the reputation intact by putting a strong service recovery program in place. Allowing staff to deal efficiently with complaints and see that managers are accountable for their actions.


[bookmark: _Toc199982652]Assessing Change with Force Field Analysis
Force Field Analysis. This method looks at the pros and cons of a proposed change, which here is supporting guest satisfaction and service improvements (Pizam et al., 2016).
· Driving Forces:  The major factors behind the change include rising negative reviews, an increase in competition, pressure from the IHG corporation and the desire to get more revenue from satisfied guests.
· Restraining Forces:  Some managers lack good leadership, workers are resistant to adjustments, language can cause problems, and money for employee development is scarce (Likhitkar and Verma, 2017).
Guests’ bad remarks about the staff lacking empathy, the rooms being dirty and the managers’ disregard point to a major cultural and operational problem. At times, employees can fight against change because there’s poor communication, a lack of motivation, or management is not willing to admit mistakes (Rok and Mulej, 2014).
[bookmark: _Toc199982653]Recommendations and Change Management
[bookmark: _Toc199982654]Recommendations:
A thorough look at what is wrong at Holiday Inn London, such as shortcomings from staff, problems with housekeeping, failing to communicate well and an unsatisfactory way of dealing with complaints, leads to the need for a clear and practical solution. Such events are not single problems but point to problems in training staff, building the service culture and managing operations (Arasanmi and Krishna, 2019). This section proposes in detail what can be done to boost service and guest satisfaction, and it outlines how to manage these changes in the best way possible.
[bookmark: _Toc199982655]Staff Training, Development, and Supervision
The most serious problem is how hotel staff behave. It would help to have a required and ongoing professional development programme for every employee (Govaerts et al., 2011), with special attention to the front desk, housekeeping and management team. Part of the training should be centred on:
· Making sure guests feel cared for
· Using several languages for exchange
· Having strong emotional skills and figuring -out solutions
· Having cultural respect and acting in a professional way
Bosses and managers should attend training that teaches them to regularly check how the team is doing and perform mystery guest audits.
[bookmark: _Toc199982656]Improve Housekeeping Scheduling and Standards
Many guests are very disappointed when housekeeping services are delayed and not always consistent. For this reason, the hotel needs to introduce a digital housekeeping management system in one system. It would give cleaning roles to employees in real time based on the actual check-out times, what guests like best and the periods when operations are at their busiest. Ensuring every room is cleaned by lunchtime, the system corrects the problems found in the guest reviews (Schindler and Bickart, 2002). Besides, the hotel should have a way for supervisors to do unannounced inspections to confirm rooms are ready for the new guests by checking their cleanliness. Following this approach helps to keep everything efficient and also makes sure everything is spotlessly clean.
[bookmark: _Toc199982657]Strengthen Front Desk Multilingual Capability
Since there are customers from all over the world in London, good communication at the front desk is essential. Either hire staff who speak Spanish, Mandarin and Arabic or allow current staff to improve their language skills in those languages. To help more guests and gain attention right away, the hotel could place digital kiosks or tablet-based translators at the front desk. Language barriers are quickly eliminated because of their real-time translation feature.
[bookmark: _Toc199982658]Digital Integration for Booking and Complaint Handling
Another reason people are unhappy is due to issues with reservations and handling complaints badly. Holiday Inn London needs to enhance their digital structure to link the IHG booking app with the front-desk management at their hotel, so no problems occur with reservations (IHG, 2023). Also, a specific platform for guest relations should be built to gather guest complaints, monitor their handling and give immediate, multilingual responses to typical questions online (Stringam and Gerdes, 2010). With this platform, guests would experience more transparency and responsiveness, which would make them feel important.
[bookmark: _Toc199982659]Change Management Strategy:
When staff are hit with new technology, they often feel overburdened and grow resistant. This framework supplies a solid structure for the completion of a Six Sigma project.
· Define: Stating clearly what booking and complaints problems lead to in a business.
· Measure: Counting the number of times these issues occur and examining their sources using data (Aissaoui and Elhazzam, 2021).
· Analyse: Identify Deficiencies: Spotting the weak spots in what is being used now.
· Improve: Setting up new resources to meet the needs indicated by the gaps.
· Control: Monitoring results at all times and refreshing skills if necessary to help people continue to work effectively (Ban et al., 2019).
Having regular feedback meetings will gradually increase users’ confidence and decrease any resistance they feel.
[bookmark: _Toc199982660]Improve Guest Arrival and Reception Experience
The hotel should streamline front desk operations so that every guest is welcomed within two minutes of arrival when things are busy. Customer service staff should learn empathy, active listening and how to act quickly to solve issues, making the bank friendlier. As an option, regular guests and IHG loyalty members could use a fast-track lane or a self-check-in system through QR codes, which would both save them time and provide improved convenience (Apoorva, 2025).
Change Management Strategy:
Changes in how staff work and when they are working will be required to provide better and faster service. Force Field Analysis allows management to discover and handle the forces behind change.
· Its main goals are satisfied guests, positive guest reviews and better recognition for employees (Zopiatis, 2014).
· Things like an increased amount of work or staff worrying about new tasks could act as restraining forces.
Managers should recognise good work, update the performance targets employees must reach and keep strong communication with everyone (Griffeth et al., 2000). If the hotel looks after staff concerns, the shift to new frameworks will happen more peacefully.
Overall Insights on Handling Change
A team effort should be used to promote change, not just dictating it from the top. Staff must understand the reasons for the change, how it will support them. 
[bookmark: _Toc199982661]Measuring Success: Evaluation Criteria and Review Mechanisms
1. Customer Satisfaction Metrics
· Guest Surveys: Post-stay surveys are given automatically after checkout using email or the IHG app, in which customers can rate the speed of the front desk, room cleanliness, help with complaints and contact with multilingual support (Groves and Lyberg, 2010).
· Online Review Monitoring: TripAdvisor, Google Reviews and Booking.com ratings will be closely checked every week using a special tool, so that ratings improve by at least 0.5 stars within 6 months.
· Net Promoter Score (NPS): The Net Promoter Score (NPS) shows how loyal the customers are to the hotel. Metrics will begin by measuring a baseline, and reviews for advancement will take place each quarter.

2. Operational KPIs
· Housekeeping Turnaround Time: How long it takes for rooms to be cleaned will be monitored electronically with the reservation software. 95% of rooms are supposed to be cleaned before 3:00 PM every day.
· Complaint Resolution Time: Using the guest portal, every complaint has to be solved within a maximum of 12 hours. The hotel will be able to view the time taken to respond to and settle tickets on the dashboards.
· Multilingual Interaction Logs:  Logs of how staff interact in multiple languages through translation tools and in person will also be created. Mystery guests or feedback from customers will assess whether communication is clearer.
3. Staff Performance and Engagement
· Training Completion Rate: The Controller will oversee participation in training and aim to have at least 100% of front-facing employees complete a significant module in each quarter.
· Employee Feedback: A twice-yearly staff survey will gather information on how content, motivated and satisfied employees are, which management can act on (Crawford and Riscinto-Kozub, 2011).
A review meeting should happen twice a year, and department heads should present updates on the KPIs. When necessary, training, systems or staffing will be adjusted.
[bookmark: _Toc199982662]Benefits That Can Occur by Adopting Recommended Strategies
Carrying out these strategies will give Holiday Inn London more advantages, better performance, happier customers and improved money management. For central London’s dynamic hospitality sector, these benefits are very important for standing out and doing well.
1. Enhanced Guest Experience and Satisfaction
Taking care of delayed housekeeping, poorly trained front desk staff, and language problems helps guests enjoy their stay more (Hotho et al., 2005). Routine housekeeping means the rooms are kept spotless for guests’ arrival, and having an intelligent and multilingual team members lets the hotel cater to people from around the world. When service quality is better, guests are more satisfied, which helps get repeat bookings and loyalty from customers. Guests who have a pleasant stay tend to write positive reviews and tell others about the place, which draws in more guests to return and stay again.
2. Improved Online Reputation and Competitive Positioning
Nowadays, what people say online about a destination shapes many travel choices. If issues are addressed and guest relationships are improved, the hotel will probably receive better reviews on TripAdvisor, Booking.com and Google Reviews (Google Reviews, 2024). A rise in ratings benefits the hotel’s position online, which results in more reservations and helps its brand stand out in London. Having a good online reputation attracts business travellers, tourists and international guests to a city (IHG, 2015).
3. Greater Operational Efficiency
Digital scheduling tools and dispute management systems make the operations at hotels more effortless. Formal housekeeping schedules make sure rooms are available and ready, while effective methods for handling complaints cut down on complaints from guests. Because of these changes, teams become more productive, and the company can save money while improving how it uses its resources.
4. Higher Employee Engagement and Retention
Helping the staff improve their skills and motivation helps to ensure their successful performance. If employees believe in themselves and notice they are valued, they are more likely to care about their work and provide top service (Mita et al., 2014). Hence, staff retention improves, so there is less spending on hiring and training, and the same high-quality service is offered. When the workplace environment is positive, it helps the hotel become known as a good place to work and thereby draws top-quality candidates.
5. Financial Benefits and Revenue Growth
All of these changes help companies earn better financial results. More customers, returning visitors and good reviews help bring in extra income. More efficient operations drive down expenses and reduce waste, which increases profitability. The hotel will grow and reinforce its place in the market as time goes by.
[bookmark: _Toc199982663]Planned Costs for Carrying Out Their Plans
The Holiday Inn London, which is part of the IHG network, tends to earn an annual income of £4–6 million, depending on how much it is occupied and the events that are booked. All suggested updates are adjusted to suit the hotel’s size (100–150 rooms) and should not take up more than 3%–5% of its total revenue each year.
1. Training and Staff Development
· Cost: £10,000–£15,000 (one-time investment)
· Supports training by both internal and external staff, as well as multilingual, cultural sensitivity and emotional intelligence coursework.
· Money can be spent according to a quarterly plan to control the company’s cash.
2. Digital Housekeeping and Complaint System
· Cost: £12,000 (initial setup), £3,000/year for software licensing
· Handles digital room tracking, supports a complaint resolution ticketing system and offers analytics dashboards.
· Helps get the job completed more smoothly and holds staff accountable.
3. Multilingual Support Tools
· Cost: £5,000 (The purchase of AI-based translator tablets at the front desk will cost for 3–5 units).
· Optional upgrade: Subscription to language learning apps for staff at an annual cost of £1,200.
· Helps staff to communicate well with guests from foreign countries and enhances their satisfaction.
4. Technology Integration with IHG Booking App
· Cost: £8,000–£10,000 (one-off cost in coordination with IHG’s IT department)
· Ensures the information on the booking system is up to date, which leads to less confusion during check-in.
· eliminates many of the complaints caused by unrecognised or duplicate bookings.
5. Guest Feedback and Review Monitoring Tools
· Cost: £1,000/year for sentiment analysis tools like ReviewPro or TrustYou
· Let’s management keep up with people’s opinions and address trends quickly.
Total Estimated Initial Investment: £40,000–£45,000
Annual Operational Cost (post-implementation): ~£6,000–£7,000
Because this investment is only 0.8–1.1% of the hotel’s normal annual revenue, it is affordable and lasting (Atkinson, 1999). They can also receive part of their funding from hospitality grants or IHG operation budgets.
[bookmark: _Toc199982664]Action Plan:
	Problem
	Solution
	Desired Outcome
	Timescale
	Estimated Cost

	Delayed and inconsistent housekeeping
	Set up a digital system that oversees housekeeping and includes quality checks (Anwar et al., 2024).
	Rooms are turned over faster, kept cleaner, and guests are satisfied more often
	3 Months
	£15,000 - £20,000 (software + training)

	Language barriers at the front desk
	Employ people who speak multiple languages and put up AI translation kiosks at designated spots (Manos, 2024).
	Increased contact with guests, fewer complaints and a better time for guests coming from abroad
	4 months 
	£10,000 - £12,000 (recruitment, training, devices)

	Booking discrepancies and poor complaint handling
	Improve how the booking system integrates and launch a guest relations portal.
	Fewer mistake reservations, a quicker way to resolve problems and more guest trust
	6 months
	£20,000 - £25,000 (IT integration + portal)

	Poor guest arrival experience
	Revise the front desk workflow, teach employees how to be empathetic and make check-ins quicker.
	Quicker service, a pleasing experience on the first visit and higher loyalty from guests (Verma and Chandra, 2018)
	2 months 
	£5,000 - £7,000 (training, minor infrastructure)


Using this action plan, Holiday Inn London has a planned process to handle its top operational difficulties. Detailing each problem, its solution, the outcome, the time needed and the estimate for cost allows the hotel to manage resources and focus efforts. Monitoring important areas such as housekeeping speed, being able to support guests in multiple languages, and accurate bookings leads to improvements favoured by guests and affects the hotel’s reputation (Anwar et al., 2024).
They provide enough time for employees to learn and get used to the changes without negatively affecting how the business operates every day. The cost estimates are designed to fit the hotel’s size and income, which ensures the investments remain workable and last. Having an action plan will support Holiday Inn London in improving the quality of services, satisfying guests and improving its place in the local hospitality market (Meyer and Schwager, 2007).
[bookmark: _Toc199982665]Conclusion
The main point of this report was to look at the key issues facing Holiday Inn London that involve the quality of service, problems with operations and guest satisfaction (Kim and Kim, 2022). By studying the hotel’s performance, it can be seen that the key problems lie in delays with cleaning, not enough language support at the front desk, problems in the booking system, and guests not being greeted properly. They have been seen to reduce how customers view the hotel, how loyal they are and how well the hotel performs financially.
Reviews and feedback from guests point out that housekeeping services are unreliable, as rooms are not cleaned in the morning but late in the day or evening, which harms guests’ experiences (Xiang and Gretzel, 2010). Because there are not enough staff who speak different languages or translation tools at the front desk, many international visitors face trouble communicating, which leads to discomfort and less satisfaction. The report pointed out that there were regular booking issues and delays, mainly with reservations handled in the IHG app, which confused people and caused stress at check-in. Moreover, the reception area is seen as a main issue because of poor customer service, guests having to wait long and the lack of caring by the desk staff, giving a bad first impression to everyone.
Issues with operations directly affect how Holiday Inn London stands out in the large and lively London hotel sector. Guests having negative experiences because of poor service can write bad reviews, which can discourage new bookings and prevent repeat ones. Because of this, the percentage of rooms used and revenue can go down, which means immediate actions are required.
Using various management approaches like 5 Whys, SWOT analysis, Force Field Analysis, Lewin’s Change Model and Six Sigma’s DMAIC in the report revealed the sources of these issues and offered useful solutions to resolve them. Promoting the use of technology, improving staff training and development, restructuring processes and enhancing communication are among the suggestions aimed at both boosting operational efficiency and widely improving the guest experience.
These change management strategies are created to ensure the process goes smoothly, by overcoming resistance and motivating staff at all stages (Hill et al., 2020). An emphasis on straightforward communication, proper training and continual support helps all employees accept and adapt to the changes. Recovering from damage quickly and continuously upgrading operations sustain good results over a long period. It also outlines the schedule for the work ahead, pinpoints the budget requirements and lays out clear goals you can check. This detailed strategy gives Holiday Inn London a clear and effective way to introduce improvements and improve how the hotel runs and how guests enjoy their stays.
The consultancy team sincerely thanks Holiday Inn London for putting faith in them to carry out this project. I feel lucky to have worked with the hotel team and helped find ways to increase the hotel’s place in the London hospitality industry. The consultancy hopes to support Holiday Inn London in future initiatives aimed at increasing both its service and operational excellence.
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PassengerT1097133127 wrote a review Aug 2024 .
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Extreme deterioration of the hotel! Extremely disappointing.

Iwent on holiday to London at the Holiday Inn four or five times this year. There were never any
problems then but this year it was very annoying and disappointing.

Staff and cleaning have deteriorated extremely. It took daily until 16:00/16:30 or later for the
rooms to be cleaned.

On one day it even happened that the room was cleaned only after request when it was already
615 p.m. Here you have to mention that there was no sign on the door saying “please no
cleaning today”. We were traveling all day long since you expect to have a tidy room when you
come back.

In addition, the desired order in the included restaurant was not addressed but this was ignored
only because you do not know the language well.

Read less A

Automatically translated
Date of stay: July 2024
Trip type: Travelled with family
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Huzaifa A wrote a review Jan 2023
Bristol, United Kingdom » 27 contributions » 27 helpful votes
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Fawlty Towers Rerun: Poor reception and managerial team

What poor customer service welcomes you at the front desk.?! The duty manager and his
colleagues were awful. Upon arrival, the fuses apparently tripped and was left sitting in the dark
for more than 15 minutes. Despite calling twice no one arrived. Upon calling the third time, was
received by an indignant reception staff. They were too busy dealing with other guests and
made me feel that | was not a priority. Not even an apology and made me feel that | should be
grateful that | was dealt with. Tavhi, Jessica and Vitalis collective attitude makes you feel you
have come to hicky town establishment. What a reception at T1:00 pm! Collectively it felt you had
arrived at Fawlty Towers.

Read less A

Date of stay: January 2023
Trip type: Travelled solo
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Mauricio Henao Gémez wrote a review Oct 2023 .
Madrid, Spain 2 contributions.
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Bad attention, carelessness, fatal attention. From the manager on
duty on 10/19/23

NEFASTO GUARD MANAGER

During our 3-night stay we had to go 5 times to have our room access card unlocked.
The room was not clean, as there were socks from a previous traveler, and the trash cans were
not cleaned the first night.

If this were not enough, they did not give us towels either, having to request them from reception.
Upon our arrival, being a family group, the manager on duty on 10/19/2023 received us in a
despotic manner, our reservations made since the month of August did not appear, causing us
to waste time and on top of everything they charged us for 2 parking vehicles of which for the
loss of time in solving our reservation.

The manager not only speaks only in English and they tell us that only one person in the entire
hotel speaks Spanish,

Which is not normal for a professional in the hotel area. And although we are not bilingual, we
understood the way he spoke and referred to us.

We chose the hotel through the IHG APP, when we gave that information. At the hotel reception,
they told us that they didn't care about the APP, almost that it had been @ botched job.

Allthis added to the exhaustion caused by a long drive from the city of Edinburgh meant that we
did not take advantage of the Pi due to the poor service and lack of diligence of the manager.
Read less A
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Date of stay: October 2023
Trip type: Travelled with family




