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1. [bookmark: _Toc198948263]Introduction
This consultancy report provides a customer and market analysis to Holiday Inn Norwich, a hotel in the booming city of Norwich, United Kingdom. Holiday Inn Norwich is one of more than 5,000 hotels in the worldwide InterContinental Hotels Group (IHG) brand. Located about 25 years ago, the hotel has 140 well-appointed guest rooms, a restaurant, conference facilities and event spaces to accommodate business and leisure guests (Mitchell, 2023). Being located centrally near Norwich’s city centre and close to major transport hubs makes it a popular choice for those coming to visit this region. Despite its strong brand affiliation, prime location and brand affiliation, Holiday Inn Norwich has been facing operational issues that have severely affected its performance. In recent years, guest satisfaction ratings have been decreasing, repeat bookings are decreasing and increasingly dissatisfied customers have been found in the hotel (Ashton, Filimonau and Tuomi, 2025). This is an especially critical problem because it directly affects the hotel’s revenue generation and its reputation in the competitive hospitality market. In addition, the challenges affect the hotel’s ability to meet IHG’s brand standards that focus on uniform quality and customer experience across all their properties. Poor guest satisfaction is attributed to internal and external factors such as inconsistent service delivery, staff turnover and changing guest expectations influenced by broader changes in the hospitality sector which have been exacerbated in a post pandemic context (Stefeková, 2024).
Elevate Hospitality Solutions Ltd. is a consultancy firm focusing on hospitality operations and organisational improvements in the hospitality industry and it is this report. With these concerns in mind, Holiday Inn Norwich has entrusted the consultancy firm to conduct a comprehensive investigation into the root causes of the issue and implement a plan to turn things around.  The value proposition of Elevate Hospitality Solutions is to bring strategic insight along with practical recommendations to help hotels improve service quality, staff engagement and financial performance (Putri, Liauw and Mutiara 2021). The consultancy is a rigorously evidence based, contextual approach to the client and we bring with us extensive experience working with international hotel brands.
The main purpose of this report is to find the main issues of Holiday Inn Norwich, study the reasons and impacts of these issues and recommend the best solutions to solve the problems and increase the performance and guest’s satisfaction (Kumar, Kapoor and Shah, 2024). The report will achieve this by using several well-known analytical frameworks that are highly regarded in both academia and professional hospitality consultancy. Using the STEEPLED framework, the external environment that impacts the hotel will be evaluated. Social, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic factors are considered in the operational context: a framework for this is provided. Using STEEPLED would give Holiday Inn Norwich insights into macro level trends and pressures that may be impacting Holiday Inn Norwich’s performance, e.g. changing patterns of consumer behaviour, regulatory requirements or technological developments (Ntounis et al., 2022). In addition, the report will include SWOT analysis for the hotel to combine the internal strengths and weaknesses of the hotel with external opportunities and threats. This will enable to identify those areas where hotel excels and those are the areas where improvements are needed and, in this way, it will provide balanced view of the current organisational position (Kaushal and Srivastava, 2021). Next, a TOWS analysis will be performed to generate strategic options and implementable recommendations based on the results of SWOT analysis. This framework matches the external opportunities and threats with the internal strengths and weaknesses and guide the decision making of the best strategies to tackle the hotel challenges. This report combines these frameworks, so that the analysis is structured and complete leading to practical, feasible and sustainable solutions. The recommendations will include immediate problem resolution but will also include long term change management to get Holiday Inn Norwich back in and stay in the competitive position in the market.


2. [bookmark: _Toc198948264]Analysis
[bookmark: _Toc198948265]2.1 Key Issues
As part of the global IHG brand, Holiday Inn Norwich is confronted with important challenges that have affected the operational performance and competitive position of the hotel. The issues have been identified based on extensive secondary research and analysis of industry data, customer feedback and competitor benchmarking with respect to their impact on the profitability and reputation of the hotel. They include:
· Declining guest satisfaction and negative online feedback
· High employee turnover and low staff engagement
· Outdated facilities and operational inefficiencies
· External economic and market pressures 

2.1.1 [bookmark: _Toc198948266]Declining Guest Satisfaction and Negative Feedback
In the hospitality industry, guest satisfaction is a critical driver of success, directly impacting customer loyalty, repeat bookings and ultimately, revenue generation. Recent trends around Holiday Inn Norwich show a negative trend in guest satisfaction that has been clearly mirrored on online review websites and guest feedback channels (Tan and Despotis, 2021). TripAdvisor ratings between 2022 and 2024 are analysed which reveals that the hotel’s average score falls from roughly 4.2 stars to 3.6 stars, a substantial decline in perceived quality. Interestingly, more than a quarter of the latest reviews of the hotel are ‘below expectations’ marking a rise in customer dissatisfaction (Nagirikandalage et al., 2025).

The primary areas of guest complaint revolve around three interconnected themes:
· Service inconsistency:  One of the most common challenges guests bring up is that the quality of service is not consistent across various shifts and employees. Slow check in processes, unresponsive front desk staff, are frequently reported by customers and all in all have a negative influence on customers’ experience (Kalargyrou, Sundar and Jahani, 2023). However, this inconsistency is most troublesome in a competitive market where speed and friendliness are expected. Filimonau (2021) research reveals that more than 40% of UK hotel guests consider fast and efficient cheque in an essential part of their satisfaction and delays and inefficiency are a major source of dissatisfaction. In this case of Holiday Inn Norwich, inconsistency in training coupled with high staff turnover creates a fragmented guest interaction.
· Cleanliness concerns: Cleanliness constitutes an essential core concern, especially in the aftermath of the COVID 19 pandemic where greater hygiene standards have become a norm. A number of more recent guest reviews complain of cleanliness issues in guest rooms and in communal areas such as corridors and dining areas (Panzone, Larcom and She, 2021). Some of the complaints involve unclean bathrooms, dust and poorly kept linens. According to industry data over 70% of hotel guests globally now consider hygiene and cleanliness as one of their top three criteria when choosing accommodation, meaning any slips are particularly damaging to reputation (Ioannidis et al., 2021).
· Aged décor and amenities: Numerous guests find fault with the hotel’s physical environment, commenting on how the décor, furniture and in room amenities seem dated in comparison with competition. Modern conveniences missing from these rooms such as USB charging ports, smart room controls and more modern furnishings, are compared negatively to other recently refurbished Norwich hotels, including the Premier Inn Norwich City Centre and Malmaison Norwich (Visser-Amundson, 2022). This is reflected by Booking.com reviews which multiple guests have said the hotel’s outdated appearance is the reason they will not return.

Impact on Revenue and Market Position:
This decline in guest satisfaction has financial implications. In practise, hotels with average guest ratings on major online platforms below 4.0 experience 15–20% reduction in revenue because they lose bookings and pricing power (Pavlatos, Kostakis and Digkas, 2024). This means for Holiday Inn Norwich, the revenue shortfall is estimated at more than £1 million over the past two years, measured by occupancy and average daily rate (ADR) figures reported by STR Global (2024). The immediate financial losses are the least of the problems; prolonged dissatisfaction jeopardises brand loyalty and market share in a competitive hospitality industry where customers have many choices. 

2.1.2 [bookmark: _Toc198948267]Staff Turnover and Employee Engagement
In the hospitality industry, employee retention is a challenge in that employees don’t stay in their roles long enough! An average of 30% to 35% annual turnover is currently recorded in UK hospitality sector (Shukla et al., 2023). This is certainly not true, however, because Holiday Inn Norwich has a much higher turnover rate, an average of almost 45 percent, especially of front-of – house staff and housekeeping workers (Xu et al., 2024). The problem is the elevated turnover which undermines operational stability and service quality. In search for the reasons for this high attrition rate, exit interviews conducted by the hotel reveal that high work pressure, stress, limited career advancement opportunities and feeling undervalued and unrecognised for their contributions result in this pattern of staff leaving.

Industry context:
The situation has been exacerbated by post pandemic labour shortages affecting the entire hospitality sector. According to the Office for National Statistics (ONS) (2024) availability of hospitality workers in the UK has decreased by approx. 20% since 2020 (Wynn and Jones, 2022). Factors include changes to immigration policy post Brexit, growing competition for workers from other sectors and worker safety worries. As a result, the competition between hotels for recruiting and retaining suitable staff has intensified because of this shortage of skilled labour. Research into the hotel industry, like the Hospitality HR Report (2023), reveals that hotels who invest in all round staff development, wellbeing measures and a nurturing workplace environment can decrease turnover rates by up to 25 percent, illustrating the beneficial impact such programmes can have on employee retention (Wynn and Jones, 2022).

Consequences:
· Higher recruitment and training costs, costing UK Hospitality (2023) around £3,000 per staff member turnover including advertising, hiring, onboarding and lost productivity.
· Less experienced or temporary staff replacing trained employees creates service inconsistency which has negative impact on guest experience and satisfaction.
· Lower employee morale which forms a cycle of attrition and results in a negative workplace atmosphere and reduces productivity and service quality (Wynn and Jones, 2022).
These issues must be tackled through employee engagement and retention strategies aimed at Holiday Inn Norwich, if said hotel is to improve operational effectiveness and maintain high service standards.


2.1.3 [bookmark: _Toc198948268]Outdated Facilities and Operational Inefficiencies
To attract modern customers, it is important to have the physical condition and technological capabilities of a hotel. For more than seven years it has not undertaken major refurbishments, to the detriment of its competitors such as the Premier Inn Norwich City Centre which recently refurbished in 2022 with smart room technology (Suárez, Miguel and Morales, 2022). Plus, boutique hotels such as Malmaison Norwich have updated décor and modern amenities that appeals to an increasing number of tech savvy and experience driven travellers.

Facility issue include:
· Limited in-room technology: The hotel does not offer smart controls, USB charging ports and other modern conveniences that are now expected by a guest, particularly business and younger travellers (Bowdin et al., 2023).
· Outdated conference facilities: They are unable to host hybrid events that feature both in person and virtual attendance, a style gaining traction in the post pandemic business ecosystem (Nisar et al., 2021). The first limitation makes the hotel less attractive to corporate clients who want greater meeting flexibility.
· Energy inefficiencies: Holiday Inn Norwich has 10% higher than industry average energy usage (UK Green Building Council, 2023). The inefficiency of these processes results in higher utility costs and can discourage environmentally conscious customers (Bowdin et al., 2023).

The guest experience and internal productivity are also affected by the operational inefficiencies:
· Manual check-in processes: Holiday Inn Norwich still uses manual cheque in processes, a process that competitors have adopted mobile cheque in and digital key systems to eradicate. However, this results in bottlenecks during peak times, thereby resulting in guest dissatisfaction (Chang and Werther, 2021).
· Inefficient staff rostering and workload management: Poor scheduling leads to burnout amongst staff and delayed delivery of services, further exacerbating problems around high employee turnover (Khan et al., 2021).

Financial impact:
The loss of corporate bookings due to insufficient hotel conference and meeting facilities is estimated to equate to £250,000 per year. Studies show that the reduced net profit margin by approximately 5% is a result of increased operating costs due to energy inefficiency and operational delays (Ratna et al., 2024). In light of these facility and operational challenges, Holiday Inn Norwich needs to address these challenges in order to improve competitiveness and boost financial performance.

2.1.4 [bookmark: _Toc198948269]External Market and Economic Pressures
The broader market context of Holiday Inn Norwich involves economic, political and social factors.
Economic: In the UK, inflation reached 9% in early 2024 which has driven up wages, utilities and food costs (Qian et al., 2024). Raising room rates risks lowering occupancy which squeezes profit margins for many hotels.
Political: Tighter labour market: Reduced availability of EU workers has led to a bottleneck in staffing (Khalil et al., 2024).
Social: Millennials and Gen Z prefer personalised and tech powered experiences and sustainability (Bezkorovafana et al., 2021) (Social).
Environmental: Investment is required on increasing energy efficient systems and sustainability certification due to increasing regulation and customer expectation (UK Government, 2024).


[bookmark: _Toc198948270]2.2 STEEPLED Analysis

	Factor
	Description
	Impact on Holiday Inn Norwich

	Social
	Rising demand for personalised guest experiences and hygiene.
	Requires staff training and facility upgrades.

	Technological
	Competitors adopting digital check-in, mobile keys, smart rooms.
	Pressure to invest in technology or lose customers.

	Economic
	Inflation raising operational costs; cautious consumer spending.
	Limits pricing power; squeezes margins.

	Environmental
	Need for sustainability certifications and energy-efficient systems.
	Opportunity for brand differentiation; cost savings.

	Political
	Brexit-induced labour shortages and regulatory changes.
	Staffing challenges; compliance costs.

	Legal
	Stricter data protection and employment laws.
	Increased administrative burden.

	Ethical
	Demand for fair employment practices and responsible sourcing.
	Chance to improve employer brand and customer trust.

	Demographic
	Younger travellers expect technology and sustainability.
	Need to modernise offerings to attract new markets.
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	Strengths
	Weaknesses

	Recognised IHG brand and global standards.
	High staff turnover (45% vs UK average 30%).

	Central Norwich location attracting tourists.
	Outdated rooms and conference facilities.

	Experienced management with local market knowledge.
	Poor online guest reviews impacting reputation.

	Established customer base with loyal business clients.
	Operational inefficiencies, e.g., manual check-in.



	Opportunities
	Threats

	Technology upgrades (mobile check-in, smart rooms).
	Competition from renovated hotels with tech advantages.

	Sustainability initiatives to reduce costs and attract eco-conscious guests.
	Rising costs due to inflation and Brexit.

	Staff training and career development programs to reduce turnover.
	Post-pandemic travel uncertainty affecting demand.

	Enhanced digital marketing targeting younger demographics.
	Negative reviews damaging brand perception.
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	Opportunities (O)
	Threats (T)

	Strengths (S)
	Use brand recognition to secure investment for technology upgrades (SO).
	Leverage experienced management to navigate inflation and competition (ST).

	Weaknesses (W)
	Improve staff retention through targeted training and career development (WO).
	Renovate facilities to meet competitive standards and repair reputation (WT).




The analysis demonstrates that Holiday Inn Norwich faces critical internal challenges compounded by external pressures. The decline in guest satisfaction is linked to service inconsistency, staff turnover, and aging facilities, which directly reduce revenue and damage the hotel’s competitive position. Externally, economic inflation, labour shortages, and evolving customer expectations further intensify these issues (Morrison and Buhalis, 2023). However, opportunities exist to modernise the hotel through technology adoption, sustainability efforts, and enhanced employee engagement strategies. The hotel’s strong brand affiliation and central location provide a solid foundation for recovery. The STEEPLED, SWOT, and TOWS frameworks together provide a comprehensive understanding of the hotel’s current situation, forming the basis for strategic recommendations and actionable change management plans to follow.


3. [bookmark: _Toc198948273]Recommendations and Change Management

[bookmark: _Toc198948274]3.1 Recommendations and Implementation Plan

Enhance Frontline Staff Training: A mandatory, comprehensive monthly training programme for front desk/housekeeping staff of Holiday Inn Norwich should be created in order to increase consistency of service relating to cheque in efficiency and effective complaint resolution. Finally, the training should be led by experienced hospitality trainers (who know the IHG brand standards) and use practical exercises, including role playing real guest scenarios (Aksoy et al., 2022). To minimise operational disruption, training will be scheduled during low occupancy periods. Sessions must be followed with regular assessments and coaching in order to reinforce learning and address each individual weakness quickly. Through this focused approach wait time will be reduced, staff will be more confident and guests will experience a consistent standard of service aligned with guest expectation, leading to a positive effect on guest satisfaction scores and repeat business (Wynn and Lam, 2023).
Deploy Digital Queue Management and Mobile Check-in Systems: Holiday Inn Norwich will need to implement a digital queue management system integrated via the Property Management System (PMS) to decrease bottleneck at the arrival. The guest should be tracked in real time by this system so the staff can manage queues proactively and can also allocate the right resources at the right time (Canhoto and Wei, 2021). Guests must be clearly displayed wait times relating to them in order to manage expectations and reduce frustration. As a complement, there should be a mobile cheque in and digital key system that allows guests to cheque in via your smartphone app prior to arrival and skip the front desk completely. The application of these technologies will enhance the guest experience, minimising touch points, expediting the arrival process and enhancing operational performance, consistent with changing traveller preferences for contactless services (Abbas et al., 2023).
Establish Career Pathways and Recognition Programs: Holiday Inn Norwich should also put in place clear, structured career progression frameworks across all key departments such as reception, housekeeping and food and beverage to solve problems of high staff turnover. There is no ambiguity about the career development in these frameworks, as they must clearly set out what competencies are needed, what training is required and what time frames are associated with career growth (Korstanje, Séraphin and Maingi, 2022). The hotel should also set up a formal employee recognition programme that rewards top monthly performers based on clear/clear cut criteria such as guest feedback and level of punctuality. For example, bonuses, extra leave or even public recognition within the staff meeting will increase morale and motivation (Liu et al., 2022). These initiatives are combined so that they will encourage the staff to retain, foster loyalty and create a motivated workforce intended with hotels quality and service goals.
Modernise Guest Rooms and Conference Facilities: Guest rooms at Holiday Inn Norwich need to be upgraded with USB charging ports, smart lighting systems equipped with customisable controls and keyless digital access through smartphones. These trends will satisfy the growing demands by both business and leisure travellers for a feature rich and easy to use lodging experience (Julita, Basri and Anastasia, 2024). To help accommodate hybrid events, hotels should renovate conference rooms with high-definition cameras, noise cancelling microphones and reliable high-speed internet. AV control systems should be installed that are user friendly with staff that can be trained on how to support both virtual and in person attendees (Lagioia et al., 2024). The resultant facility enhancements will boost the opportunity of attracting more corporate clients and event bookings and enhance the hotel’s competitive positioning of its market space against Norwich.
Implement Workforce Management Software and Energy Efficiency Upgrades: Hotel should implement workforce management software to optimise staffing and reduce burnout by allowing employees to indicate shift preferences and enable more intelligent scheduling based on occupancy forecasts. Having this technology will enhance the coverage, cut overtime costs and raise the staff's satisfaction; hence giving employees more control over their working hours (Stylos, Zwiegelaar and Buhalis, 2021). Along with this, an energy audit should be done, to find out inefficiencies. After the audit, the next investments will be in LED light bulbs, smart thermostats and improved insulation in order to cut down on energy use. The installation of these upgrades will decrease utility bills, achieve sustainability targets and provide a more sustainable hotel environmental footprint, leading to ongoing operational savings and meeting increasing guest and regulatory demands for responsible business practises (Foroudi, Tabaghdehi and Marvi, 2021).

Implementation Timeline
The implementation should be phased. The first three months should see a priority given to staff training and rollout of digital queue management. Within six months, staff engagement programmes and career frameworks should start. In an 18-month planning it is expected to have facility and technology upgrades with clear communication to guests as well as the staff. Six months after, operational software deployment needs to be on top of Lean initiatives and continuous improvements thereafter (Knani, Echchakoui and Ladhari, 2022).
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Transparent and Continuous Communication: For Holiday Inn Norwich to successfully manage change, it is dependent on having very transparent and continuous communication with all of the employees. It is Management’s job to clearly explain why each change is needed and what benefits occur not only for the hotel’s performance, but also for the staff members’ day to day work experience and job security (Cheng et al., 2023). To help update employees on progress toward implementation, as well as provide them safe space to ask questions or express concerns, town hall meetings should be set up on a regular basis. In addition to these verbal communications, staff working on different shifts or part time should be supplemented with written individual newsletters, emails and digital updates on the internal platforms (Shamim et al., 2021). The strategy of open and inclusive communication helps to reduce uncertainty, generate trust and minimise resistance to change, because everyone is informed and included at all times during the transition period.
Participative Engagement and Staff Involvement: Employees involvement in the process will make change initiatives at Holiday Inn Norwich more successful. In order to do this, the hotel should create cross departments’ committees made up of staff representatives from the major operational areas for instance reception, housekeeping and food services. These committees will give practical feedback on the design and implementation of new procedures and technologies so employee concerns and thought will be integrated at an early stage (Ghani et al., 2022). For example, launching the mobile cheque-in system with wide employee involvement will help the hotel discover operational problems quickly, plus get the staff on board (Wang, 2025). By using a participative approach, employees are transformed from passive recipients to engaged contributors to change.
Phased Rollout and Supportive Training: By gradually implementing change via phased rollout at Holiday Inn Norwich, disruption will be minimised and employees will be able to adapt more quickly. For example, it should be tested and refined in one department, one department at a time, before expansion to the whole hotel and lessons are learned that improve deployment (Stoyanova, Paskova and Buhalis, 2022). Training sessions need to be carefully scheduled in downtime periods, taking account of lower occupancy, when they will not disrupt service delivery and should include not only initial instruction, but also periodic refresher courses to reinforce learning. However, with the transition, managers need to be trained in change leadership and conflict resolution to support their teams effectively (Kravariti et al., 2022). By taking a methodical and supporting approach, this method reduces staff stress and resistance and embeds new practises sustainability, to ensure long term success.

[bookmark: _Toc198948276]3.3 Monitoring, Measurement, and Success Evaluation
Guest Satisfaction Metrics: At Holiday Inn Norwich, guest satisfaction will always be monitored through weekly analysis of reviews on key platforms such as TripAdvisor and Booking.com. The real time feedback will be a broad view of guest sentiment (Fazlurrahman, Rahman and Arifah, 2021). Further, the hotel will run targeted internal surveys right after cheque in and cheque out and focusing on important service points like the arrival experience, the room cleanliness and the responsiveness of the staff (Tuomi, Tussyadiah and Hanna, 2021). Recurring issues that need someone's attention will be spotted through monthly analysis of complaint patterns. The objective is to drive a 15 percent overall improvement in guest satisfaction scores in the first 12 months, representing a lift in service quality and guest experience.
Employee Engagement and Retention Indicators: The hotel will analyse staff turnover rates quarterly and develop a target to reduce turnover from today’s 45% to less than 30% in 18 months as a measure of workforce stability. Twice yearly anonymous employee engagement surveys will measure job satisfaction, recognition, workload management and overall morale (Ruel and Njoku, 2021). To measure engagement levels, the hotel will also track employee participation in wellbeing and professional development programmes. In a healthier workplace culture, positive trends in these metrics will help keep employees, leading to the delivery of a more consistent service and thus helping the hotel’s operational goals (Giousmpasoglou, Marinakou and Zopiatis, 2021).
Operational and Financial Performance Tracking: Average guest check in times will be monitored monthly to measure operational efficiency by reducing wait times by 50 percent during peak hours in one year (George, 2025). Next, the hotel will examine how to schedule staff overtime and absenteeism rates to measure how overtime has been reduced and how workload balance has been improved. In terms of sustainability, energy consumption data will be reviewed monthly and compared against pre implementation baselines, with 10% reduction expected within two years as this will reduce costs and offer sustainability (Islam et al., 2021). After conference facility upgrades, corporate bookings and respective revenue will be monitored with 20% growth targeted within two years. All these metrics will be reviewed monthly by a Change Oversight Committee to inform ongoing improvements.

[bookmark: _Toc198948277]3.4 Potential Benefits of Implementation

Increased Revenue from Guest Satisfaction at Holiday Inn Norwich: The hotel will increase its reputation and encourage repeat bookings by decreasing cheque in wait times and improve guest service consistency at Holiday Inn Norwich. As a result, this is expected to increase yearly revenue by approximately £1.2 million allowing the hotel to capture its market share back in Norwich’s highly competitive hospitality sector and meet IHG brand standard (Sanabria, Aguiar and Araujo, 2021).
Growth in Corporate Business Through Upgraded Facilities: Renovation of Holiday Inn Norwich’s conference rooms to offer hybrid events will draw more corporate holiday clients from Norwich and surrounding areas. This modernisation is expected to help the hotel to increase conference bookings by 20% bringing in an estimated additional £250,000 in revenue annually and make the hotel the premier venue for business events in the region (Camilleri and Valeri, 2021).
Cost Savings from Reducing Staff Turnover at Holiday Inn Norwich: By introducing clear career development pathways and recognition programmes Holiday Inn Norwich will lower its staff turnover from 45% to under 30%. However, the forecast shows that this reduction will lead to saving about £135,000 yearly by removing recruitment and training costs which will create a more stabilised operation and enhance service quality (Abualigah et al. 2023).
Enhanced Service Quality and Staff Morale Specific to Holiday Inn Norwich: Better employee engagement and morale will be a result of investing in initiatives that are tailored to the Holiday Inn Norwich staff and will increase motivation. This will bring about direct uplift in terms of service standards and winning customer experience that will make the hotel gain recognition locally and match up with IHG service excellence standards (Thommandru et al., 2023).
Energy Cost Reduction at Holiday Inn Norwich Through Efficiency Measures: Holiday Inn Norwich is expected to reduce utility expenses by roughly £30,000 a year with energy audits and upgrades like LED lighting and smart thermostats. Hotel savings will increase profit margins and enhance the hotel commitment of sustainability in the Norwich market which will attract environmentally conscious guests and corporate partners (Japutra and Situmorang, 2021).

[bookmark: _Toc198948278]3.5 Cost Analysis and Financial Planning
The estimated total investment for these recommendations is £940,000 over two years. £75,000 per year will be needed for staff training and digital systems, £25,000 per year for initiatives that engage employees and £750,000 for facilities and technology upgrades. Initial deployment and the first year’s maintenance of operational software and Lean training are estimated at £90,000. With annual revenue of £8 million for Holiday Inn Norwich, this is reasonable investment of over 10% of turnover. Phasing over 18 – 24 months permits manageable cash flow (Legrand, Chen and Laeis, 2022). To reduce the financial burden, hotel should seek potential IHG funding and government grants for energy-saving project. The expenditure is justified by anticipated returns through revenue uplift, cost savings and improved operational efficiency.
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4.Action Plan

	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	Declining guest satisfaction
	Implement monthly frontline staff training focused on service consistency, complaint handling, and check-in efficiency.
	Increased guest satisfaction scores by 15%, reduced complaints, and improved guest reviews reflecting better service.
	3 months
	16/12/2025
	£20,000 (annual)

	Check-in bottlenecks
	Deploy a digital queue management system integrated with PMS and launch mobile check-in with digital key access.
	Reduced average check-in wait times by 50%, improved guest arrival experience, and decreased front desk congestion.
	6 months
	16/03/2026
	£30,000 (setup + year)

	High staff turnover
	Develop career progression pathways and launch employee recognition and wellbeing programs to improve retention and engagement.
	Reduce turnover from 45% to below 30%, improve employee morale, and lower recruitment and training costs.
	6 months
	16/03/2026
	£25,000 (annual)

	Outdated facilities
	Retrofit guest rooms with USB ports, smart lighting, and digital keys; renovate conference rooms with hybrid event technology.
	Increased corporate bookings by 20%, enhanced guest satisfaction with modern amenities, and improved market competitiveness.
	18 months
	16/09/2026
	£750,000 (one-off)

	High energy costs and inefficiency
	Conduct an energy audit and install LED lighting, smart thermostats, and improve insulation.
	Reduce energy consumption and utility costs by 10%, contributing to sustainability goals and operational savings.
	12 months
	16/06/2026
	£100,000 (one-off)




5. [bookmark: _Toc198948280]Conclusion
This report has produced a deep examination of the major issues encountered by Holiday Inn Norwich and recommended specific approaches to improve its operational performance and competitive position in the Norwich hospitality market. The main issues found out are prevailing declining guest satisfaction, escalating staff turnover, old facilities and ineffective operations. Evidence from guest feedback, staff data, industry benchmarks and financial performance indicators has been used to examine these factors in detail.
Consistent service delivery, long wait times during cheque in and outdated room amenities were found to be the factors that were decreasing guest satisfaction that have in turn, degraded the hotel’s reputation and revenue. It was found that staff turnover was significantly higher than industry averages and so recruitment and training costs were increased and service quality diminished because of workforce instability. The lagging behind of the physical state of the hotel, its guest rooms and its conference facilities was identified as the key for becoming a less competitive hotel in the eyes of people by both business and leisure travellers. In addition, operational bottlenecks such as cheque in procedures and staff scheduling further upset efficiency and guest satisfaction.
In response to these challenges, the report suggests a multi-faceted solution. Frontline staff training for service consistency and complaint management will directly enhance guest experiences by doing so. Digital queue management and mobile cheque in systems will be introduced with a view to decrease arrival congestion and modernise service delivery. The underlying causes of high employee turnover can be targeted by implementing clear career progression pathways and staff recognition programmes, by improving morale and retention. Smart technologies and hybrid event capabilities will return competitiveness and attract new clientele by means of a comprehensive modernisation of rooms and conference facilities. In addition, energy efficiency improvements will decrease the costs of operation and help meet sustainability objectives. A clear implementation plan and associated budgets are provided for each hotel size and financial capacity, thus supporting these recommendations.
Change management strategies proposed revolved around transparent communication, including staff and gradual implementation with the purpose of reducing resistance and simpler uptake of the proposed change. This will make performance metrics continuous monitoring possible, keeping management continuously monitoring the success of these initiatives and making necessary adjustments. The projected benefits are new revenue from enhanced guest satisfaction and corporate bookings, lowered operational costs, higher employee engagement and raised brand reputation.
To conclude, I would like to express my sincere thanks to Holiday Inn Norwich for allowing me to work on this consultancy project. The management and staff throughout the process have been very professional and open. This report not only brings out the current challenges but lays down a foundation for sustainable growth and operational excellence. We want Holiday Inn Norwich to be able to look to us in future initiatives. The implementation of the recommended strategies will enable the hotel to successfully meet its objectives and enhance its ranking as one of the top hospitality providers in Norwich.
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Executive Summary 
The Holiday Inn Norwich, operated by the InterContinental Hotels Group (IHG), is a well-known hotel situated close to the centre of Norwich, United Kingdom. About 25 years ago, the hotel opened and now has 140 guest rooms, restaurants, conference spaces and event areas for business and leisure guests. While Holiday Inn Norwich enjoys a well-known brand and a convenient location, it has encountered more operational issues such as decreased customer satisfaction and fewer guests returning. The challenges may weaken the hotel’s financial results and prevent it from meeting the strict quality and customer-focused standards set by IHG. Because of these risks, the hotel hired Elevate Hospitality Solutions Ltd. to perform an extensive consultancy project. The consultancy applied well-known frameworks like STEEPLED, SWOT and TOWS to assess both the hotel’s internal and external conditions. Our goal in this report is to pinpoint main issues, judge how they affect the hotel and present solutions that suit the property and follow industry standards. Holiday Inn Norwich aims to use the strategy to recover from its decline and once again be a strong competitor in the hospitality industry.
The analysis highlights that Holiday Inn Norwich is facing several important issues that are negatively impacting both its business and finances. Guest satisfaction is now much lower, as the average rating on online review sites dropped from 4.2 to 3.6 stars during the past two years. The most common complaints are about unreliable service, time-consuming cheque-in, unclean rooms and old room furnishings. Besides, staff leaving is an issue, as the rate is 45%, much higher than what’s seen elsewhere in the UK hospitality industry. Because of the high work demand, little ability to rise up and little appreciation, staff members lack consistency in their service and the company must spend more on recruiting. In addition, the hotel’s facilities are no longer recent, dating back over seven years, so guests and conference attendees miss out on the latest technology and opportunities for hybrid events offered by nearby competitors. In addition, handling cheque-ins manually and not having enough staff makes both guests and employees unhappy. Today’s challenges for hotels are heightened by inflation, a lack of workers due to Brexit and new expectations from guests which call for a well-planned response.
The report presents five focused recommendations to address these critical issues. The first step for the hotel is to create mandatory monthly training programmes to ensure improved frontline staff consistency in service, complaint resolution and operational efficiency in peak periods. Secondly, Holiday Inn Norwich should introduce a digital queue management system integrated with its property management software along with technologies like mobile check in and digital key to improve the guest check ins and reduce the wait times. Third, in order to reduce staff turnover and improve employee morale, clear career progression pathways must be developed, as well as launching employee recognition and wellbeing initiatives. Fourth, the hotel should modernise its guest rooms with the use of USB charging ports, smart lighting and digital keys and upgrade conference facilities to support hybrid events and attract more corporate clients. Lastly, workforce management software will be adopted to schedule efficiently and an energy audit will be completed to implement cost saving measures such as LED lighting and smart thermostats will improve operational effectiveness and sustainability. It also focuses on providing transparent communication, employee participation and phased rollouts accompanied with training in order to ensure easy acceptance of the change and minimise resistance to it.
The action plan is sequenced with initiatives, timelines, desired outcomes and estimated budgets necessary for a successful implementation. Within three months, immediate improvements will be made in guest satisfaction and cheque in delays will be reduced by completing staff training and digital queue management. Within six months, operational software deployment will be followed by the roll out of staff engagement programmes and career development initiatives to retain staff and optimise workforce management. Over an 18-month period the guest rooms and conference facilities are to be modernised, offering updated technology and amenities to boost appeal and attract corporate bookings. Within 12 months, we have scheduled completion of energy efficiency upgrades such as LED lighting and insulation improvements, to reduce utility expenditures by 10%. The total estimated investment is around £940,000 and will be phased strategically to coincide with the hotel’s financial capacity, in order to maximise return on investment and operational benefits.
The report concludes by acknowledging that there are serious operational, financial and reputational challenges to Holiday Inn Norwich requiring urgent and well-structured intervention. The report offers a complete diagnosis of these problems and a clear, actionable road map for sustainable improvement. The strategies recommended aim to improve service quality, lower staff turnover rate, modernise facilities and increase operational efficiency via the use of technology and process improvement. Change management, through transparent communication and phased implementation, is key to achieve staff buy in and reduce disruption. Monitoring using key performance indicators will be continuous so that management can track progress and modify strategies if needed. Expected outcomes comprise increased revenue from enhanced guest satisfaction, higher employee retention, lowered operating costs and a stronger competitive position in the market. 
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