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Executive Summary
The report has shed light on the current and potential practices carried out by Hilton Cardiff, located across the United Kingdom. With the help of relevant frameworks, both the external and internal landscapes of Hilton have been analysed. From the external analysis, it has been derived that the economic stability of the UK has been fluctuating, as a result of which, the hospitality industry has been impacted at a constant pace. Other than this, employee engagement has been adversely impacted across Hilton Cardiff as a result of a lack of motivation and morale. For instance, a negative employee review states that the hotel has been characterised by poor management and excessive work pressure (Glassdoor, 2025). This is laced with the legal and ethical external environment of Hilton. For instance, the index for ethics at work in the UK is 79.6, which has been recorded to be significantly lower than other nations such as Germany, Australia or South Africa (IBE, 2025). 
This report also included relevant theoretical frameworks and change management theories to align with organisational examples and practical evidence to deduce logical conclusions. All lists of approaches are the ADKAR Model, Kurt Lewin's Change Management Model, Kotter's Model, SWOT, STEEPLED and TOWS frameworks to analyse the present situation of both the country and the company. These concepts helped both Hilton Cardiff and researchers to identify key strengths, opportunities and upcoming threats to make further decisions and bring changes. Lastly, change management models highlighted potential initiatives that will be beneficial for Hilton Cardiff in fostering innovation and collaboration for profit maximisation. The work has also taken into account the SWOT analysis to explore the future threats and opportunities that Hilton Cardiff may come across. For instance, competition has been one of the key elements that has the potential to evolve as a threat for Hilton Cardiff, especially since the hotel has a few counts of employees. 
Herein, the count of employees serving Hilton Cardiff is between 51-200, although the hotel has been engaged in offering seamless guest experiences (LinkedIn, 2025). This may stand out as a problem in the implementation of the strategic decisions that have been fortified in the section for recommendations and change management. For instance, the essence of adhering to feedback from guests and endorsing a customer-centric mindset can help Hilton Cardiff address its current ratio of challenges. One of the most prominent issues that Hilton Cardiff has been experiencing is that it has recently come across a theft of £1,000 by a former soldier who caused this burglary (Dewey, 2025). As a result, it has been evolving as an essential approach to build strategic recommendations for the hotel, aimed at preventing the repetition of such fraudulence. 
For instance, it has been recommended that Hilton Cardiff focus on employee training facilities since building knowledge can help the brand make use of technological measures in the long run. Such recommendations to Hilton Cardiff are being offered by Deloitte, a successful consultancy firm headquartered in the UK. Stakeholders are usually expected to remain attentive to economic, geopolitical and regulatory events, all the while impacting the capability of businesses to maintain their stability as core global players in the UK (Statista, 2025). Training facilities may be able to create awareness among employees regarding the external and internal environment of Hilton Cardiff. In this case, the ADKAR model of change management has been aligned, taking into account the awareness factor, which primarily contributes to the implementation of strategic changes in the form of communication (Sulistiyani, Ali and Astuti, 2020). Both internal and external stakeholders support businesses to do well since they also become a part of the benefits, although there remains the possibility of conflicts (BBC, 2025). 
This has also been highlighted with Lewin’s model of change management, aimed at implementing a new and innovative change (Hopper, 2020). The report has further highlighted the consequences of the recommended strategies and implemented an action plan to deliver an understanding of the budget suitable for incorporating the cost of implementing the strategic decisions. Concerning technological advancements, 24% of hoteliers opinionated that the usage of technology was in offering seamless guest experiences, while 5% believed that tech-savvy individuals contributed to saving time (Statista, 2021). Herein, the benefits of implementing the suggested strategic decisions across Hilton Cardiff have also been listed in this report, with an emphasis on a wide range of problems that the hotel has currently been experiencing. For instance, the benefits of applying cybersecurity measures have been incorporated in this work below, with an emphasis on how data privacy protection has grown to be essential. 
Herein, around 57% of surveyed individuals across the UK are aware of local privacy policies or laws, with 9 out of 10 individuals agreeing that privacy protection is essential (Statista, 2025; Statista, 2025). In this regard, the report has also shed light on Kotter’s 8-step model to align the step of building a coalition with the strategic plans undertaken by Hilton Cardiff. In this context, flexibility has been recognised as a prominent attribute of consultancy firms, especially active and established ones such as Deloitte, a developed consultancy organisation offering plausible solutions to Hilton Cardiff in this case. Flexibility has been at the core of consultation, aimed at building patience and resilience (Newton, 2019). Herein, the report has also emphasised the crux of development and balance across Hilton Cardiff, with a focus on addressing its latest issue of burglary.
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In the context of organisational practices, a business consultant brings potential value through the individual ability to provide a strategic objective and foster an inclusive culture to navigate cultural fit. Besides, a consultant can also help identify internal issues and have a positive contribution to cultural incompatibility to build healthy relationships with potential partners and employees (Vitasek, 2024). The report will include a brief description of the selected business issue faced by Hilton Cardiff due to unethical incidents that occurred within the workplace to face financial loss. For instance, Daryl Johnson, a 39-year-old person, carried out numerous burglaries at different establishments of Hilton Cardiff and caused about £1,000 of damage to staff lockers before stealing each item (Dewey, 2025). Hilton Cardiff is primarily located across the road from Cardiff Castle with pleasant views from rooms including shopping facilities, the principality stadium and the National Museum of Cardiff as well (Hilton, 2025). The key amenities provided by the organisation include dining facilities with room services and an on-site restaurant, fitness and recreation, an indoor pool, effective guest services, a digital key and connecting rooms. It has been located in Kingsway, Greyfriars Rd, Cardiff CF10 3HH in the United Kingdom (Hilton, 2025). 
Hilton Cardiff is situated in the heart of Cardiff City Centre which creates a striking landmark, distinctive elegance and attractive design to describe the best 202 luxury bedrooms with excellent leisure and dining facilities (Visit Wales, 2025). It was built in 1999 with an overall 7 floors within an imposing Portland-stone building. Additionally, this is a hotel chain of Hilton International with an average rate of $98-$504 (Business Travel News, 2025). The consultancy firm is Deloitte to analyse the current scenario of Hilton Cardiff through various frameworks or models and make suitable recommendations. Deloitte mainly aims to make a potential impact every day and reflect its values to make further investments in people and the community (Deloitte, 2025). In 2023, the overall revenue generated by Deloitte in the UK amounted to 5.75 billion British pounds (Statista, 2025). 
This report will also include different strategic frameworks and concepts such as the ADKAR Model, Lewin’s model, STEEPLED, SWOT and TOWS to align with practical evidence. According to Saidova and Muminjonova (2022), the STEEPLE Analysis tool includes social, technological, economic, legal, environmental and ethical factors that are used to evaluate and analyse the business environment. Additionally, the STEEPLED Analysis is also a strategic planning method that highlights business functions to evaluate, discover and track external business risks. It includes technological, economic, political, legislative, ethical, demographic and many more factors to influence business performance (CIPS, 2025). SWOT Analysis is a strategic planning tool which stands for strengths, weaknesses, opportunities and threats to provide a unique perspective on the company’s position (Rodriguez, 2024). 
Benzaghta et al. (2021) discussed the concept of SWOT Analysis to become a fundamental tool for companies that evaluate their strategic position in the existing marketplace. In contrast, Maity et al. (2023) highlighted a TOWS Matrix to formulate strategic recommendations based on all identified SWOT factors. The article by Zakaria, Arof and Tholarnathan (2022) demonstrated a detailed understanding of the TOWS Matrix analysis that mainly helps to determine the organisation's strategic planning with a variety of approaches and guidelines. Under change management practices, using the ADKAR Model would emphasise an individual or organisation’s need for public awareness, desire, ability, knowledge and reinforcement to adopt internal changes. According to Memon, Shah and Khoso (2021), the concept of Kurt Lewin’s three-stage model includes unfreezing, moving and refreezing to overcome the fear of change. Lastly, Kotter’s Change Management Model will also be implemented to recommend strategies to Hilton Cardiff and make informed decisions. 
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Issues identified by the hotel
Repeated burglaries and theft: Dewey (2025) stated that the Hilton Cardiff has been exposed to security issues, especially due to repeated burglaries and theft, along with damage to property and assault on staff members by Daryl Johnson. Specifically, Daryl Johnson gained access to staff locker rooms, stole items, and caused significant damage (£1,000 and later £1,260) to lockers. This can be attributed to causes like vulnerable access points, insufficient locker security, lack of robust door security, poor lighting or surveillance in staff areas, uncontrolled access to staff areas, failure to address previous incidents effectively and even limited staff awareness/training. Apart from financial losses, the occurrence of such incidents can lead to loss of trust from guests and staff and lawsuits. 
Labour issues: The Hilton Hotels in the UK including the Hilton Cardiff, found itself in the list of 500 companies published by the government, for failing to pay the minimum wage (Witts, 2025).  Hilton failed to pay £18,924 to 20 workers, which equates to an average of £946 per person (Witts, 2025). The issue has stemmed from historic administrative or technical errors and the complexity of the minimum wage rule. Factors like staff staying late, taking extra time to change into/out of work clothes, failing to take breaks or even salary sacrifice arrangements for salaried workers contributed to the issue as it pushed the pay rates below the minimum wage. This can be analysed by the fact that in 2024, 1.08 million more people will be paid below the minimum wage in the UK in comparison to 1999 (Francis-Devine, 2025). As a result, the companies in this list can face fines of up to 200% of their underpayment. And Hilton potentially have to pay £37,848, in addition to the £18,924 already repaid to staff. Apart from this, the company is going to face repercussions like reputational damage and increased Scrutiny (Witts, 2025). 
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Figure 1: Jobs paid at or below the relevant minimum wage rate
(Source: Francis-Devine, 2025)
Data Breach: In 2023, Hilton Hotels got involved in a case of data breach where the database of the Honours loyalty program, consisting of 3.7 million records, was put up for sale on a dark web forum (Cyber Express, 2023). It contained personally identifiable information (PII) like Honours ID, address, name, hotel property, city, state, country, customer's first name and last name, check-in and check-out details, and room type code. Hilton's history of data breaches can severely affect its reputation. In 2015 also an unknown number of customers and payment cards were affected due to a flaw in their Honours program which allowed account hijacking with just an account number (Cyber Express, 2023). Persistence of such issues can be due to outdated systems, software vulnerabilities, poor access controls, inadequate data segmentation, weak passwords and lack of multi-factor authentication (MFA). The intensity of the issues is further exemplified by the fact that 18% of the firms in the professional, business and consumer services industry have experienced cyber-attacks in 2024 (Statista, 2025). 
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Figure 2: Share of cyberattacks in global industries 
(Source: Statista, 2025)
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	Social 
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Figure 3: Consumer Confidence Index in the UK
(Source: Trading Economics, 2025)
Although the consumer confidence index in the UK rose to -20 in May 2025 from -23 in April 2025, it is still in a critical condition (Trading Economics, 2025).  This may lead to reduced discretionary spending on travel and accommodation, negatively impacting Hilton Cardiff's occupancy rates and revenue. 

	Technological 
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Figure 4: UK’s Innovation Index
(Source: The Global Economy, 2025)
There has been a slight decline in UK’s innovation index, which has been reduced to 61 points in 2024 from 62.44 in 2023 (The Global Economy, 2025). This can make it harder for Hilton Cardiff to implement cutting-edge solutions for efficiency or customer experience. 

	Economic 
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Figure 5: UK’s United Kingdom Inflation Rate
(Source: Trading Economics, 2025)
In April 2025, consumers and businesses faced severe inflationary pressure as the inflation rate jumped to 3.5% from 2.6% in March (Trading Economics, 2025). This will increase Hilton Cardiff's operational costs for goods, services, and potentially wages, squeezing profit margins. 

	Environmental 
	Sustainability has been the trend in the hospitality industry for a while. 69% of people are seeking travel options that have minimal impact on nature 75% of the people are planning to travel sustainably in the future (Deloitte, 2022). This necessitates that Hilton Cardiff invests in and visibly implement robust sustainability practices to attract and retain environmentally conscious guests. 
[image: ]
Figure 6: Sustainable behaviours
(Source: Deloitte, 2022)

	Political 
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Figure 7: UK's Political Stability Index
(Source: The Global Economy, 2025)
The UK has been able to maintain a consistent political environment over the years, with a score of 0.51 for its political stability index in 2023 (The Global Economy, 2025). Moreover, with the support of the British government, the hospitality sector is set to save £3 million on bills and reduce 2,700 tonnes of carbon emissions (GOV.UK, 2025). This provides a favourable and predictable operating environment for Hilton Cardiff, potentially reducing costs.  

	Legislative 
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Figure 8: Overview of Overall Scores and Rankings
(Source: World Justice Project, 2024)
The UK ranks in the 15th place for the WJP Rule of Law Index 2024 with a score of 0.64 (World Justice Project, 2024). This is guided by legal frameworks like the Health and Safety at Work Act 1974, which is responsible for setting the foundation for workplace health, safety, and welfare (legislation.gov.uk, 205). This provides a stable and regulated environment for the company. It also helps the company to ensure clear guidelines for Hilton Cardiff's operations that require strict compliance.

	Ethical 
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Figure 9: Scores for the Ethics at Work Index
(Source: IBE, 2025)
In the UK, the ethics at work index is 79.6 which is significantly lower in comparison to other nations like Australia (82.4), Germany (80.8), the US (84.8), South Africa (84) and many others (IBE, 2025). This indicates a higher risk of internal ethical challenges within Hilton Cardiff's workforce or supply chain, requiring stronger ethical governance and training   

	Demographic 
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Figure 10: Emigration rate
(Source: Sturge, 2025)
In 2024, 513,000 people emigrated from the UK and this figure has increased to historically high levels over the last 25 years. This could lead to a shrinking domestic talent pool for Hilton Cardiff, making it more challenging and costly to recruit and retain staff. 


Table 1: Macro-environmental analysis of Hilton Cardiff
(Source: Created by the learner)
SWOT analysis 
	Strengths
	Weaknesses

	· Strong Brand Recognition and Diverse Portfolio: Hilton benefits from its global presence which includes 24 distinct hotel brands and over 8,000 worldwide locations (Hilton, 2025). 
· Hilton Honors Loyalty Program: The loyalty program of Hilton is a key strength as it creates a loyal customer base through exclusive benefits, discounts, and the ability to earn and redeem points (Hilton, 2025). 
· Financial power: Hilton Hotels, made $10.178 billion in profit for the twelve months ending March 31, marking an increase of 8.53% (Macrotrends, 2025). 
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Figure 11: Hilton Worldwide Holdings Gross Profit
(Source: Macrotrends, 2025)
	· High Operating Costs: Hilton Cardiff had to make significant investments in maintenance, staffing, and utilities. The operating expenses for the hotel group increased by 8.09% to reach $8.923 billion for the twelve months ending March 31, 2025 (Macrotrends, 2025).
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Figure 12: Operating Expenses of the hotel
(Source: Macrotrends, 2025)
· Dependence on Global Travel Trends and Economic Fluctuations: The performance of Hilton Cardiff is highly susceptible to external disruptions like pandemics, geopolitical tensions, and economic recessions which can lead to fluctuating occupancy rates and revenue. 
· Challenge to reduce Scope 3 Emissions: As of 2023, Hilton has been able to reduce only 25.1%, indicating a significant gap to close by 2030 (Hilton, 2023). 

	Opportunities
	Threats

	· Favourable and Predictable Political Environment: Hilton Cardiff can have a stable operating environment and potential cost reductions due to the consistent political environment in the UK (Political Stability Index of 0.51) and government support for the hospitality sector (£3 million savings, 2,700 tonnes carbon reduction) (GOV.UK, 2025; The Global Economy, 2025). 
· Growing Demand for Sustainable Travel: Hilton Cardiff has a significant opportunity to attract environmentally conscious guests by investing in and visibly implementing robust sustainability practices with 69% of people seeking travel options with minimal environmental impact and 75% planning to travel sustainably in the future (Deloitte, 2022). 
	· Intense Competition: Hilton Cardiff faces significant competition from both established hotel chains like Marriott and IHG and new entrants like Airbnb. Brands like Premier Inn, Walt Disney Parks, Travelodge and Holiday Inn have a popularity of 70%, 59%, 57% and 50% respectively (Statista, 2025). 
[image: ]
Figure 13: Most popular hotel brands in the UK
(Source: Statista, 2035)
· Data Breach (Honours Loyalty Program: The identified causes (outdated systems, software vulnerabilities, poor access controls) for the 2023 data breach and the historical 2015 breach severely threaten Hilton Cardiff's reputation and point to significant cybersecurity risks


Table 2: SWOT analysis 
(Source: Created by the learner)


TOWS analysis 
	
	Strengths
· Strong global brand recognition (24 brands, 8,000+ locations) 
· Effective Hilton Honors Loyalty Program 
· Significant financial power ($10.178 billion profit, 8.53% increase)
	Weakness
· High operating costs (8.09% increase to $8.923 billion) 
· Vulnerability to global travel trends and economic fluctuations 
· Struggling to reduce Scope 3 emissions (only 25.1% reduction by 2023)

	Opportunities
· Favourable and predictable political environment in the UK 
· Growing demand for sustainable travel (69-75% seeking sustainable options)
	SO Strategies
· Hilton Cardiff can align with the growing demand for eco-conscious tourism by heavily investing in and promoting sustainable travel options to build on its strong brand recognition and financial power. 
· Attract environmentally conscious members and deepen loyalty by integrating sustainable choices like carbon offset options and eco-friendly room upgrades into the Hilton Honours program. 
	WO strategies
· Invest in sustainable infrastructure to reduce high operating costs while simultaneously improving Scope 3 emissions. 
· Diversify offerings with sustainable packages to lessen dependency on broad global travel trends.

	Threats
· Intense competition from established chains and new entrants (Marriott, IHG, Airbnb, Premier Inn, Travelodge) 
· Significant cybersecurity risks and potential data breaches (2015 and 2023 Hilton Honors breaches)
	ST strategies
· Reinforce loyalty program benefits to strongly differentiate from competitors and retain customers. 
· Invest heavily in advanced cybersecurity for the loyalty program to protect reputation and customer trust.
	WT strategies
· Implement robust cybersecurity training and system upgrades to directly mitigate data breach threats. 
· Develop flexible operational models and cost-cutting measures to manage economic downturns.


Table 3: TOWS matrix 
(Source: Created by the learner)
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Change has been recognised to be complex, in which businesses operate, endorsing higher levels of interconnectivity (Franklin, 2021). However, change has also been regarded as constant, measuring organisational performance through communication between customers and suppliers. It is coupled with political and economic uncertainties, with rapid changes associated with technological capabilities, triggering high volumes of transitions. Change initiatives are no longer regarded as a special situation, resourced separately, or planned. Herein, changes involve everyone, mostly implemented and conceived as top-down, responsible for improving changes and constant cycles. Agile change is an approach to plan, identify and implement changes, applying techniques through change management professionals. The issues experienced by the hotel include repeated thefts and burglaries, labour issues, minimum wage rates, and data breaches, as identified from the above analysis. For instance, a former soldier broke into the Hilton Hotel which led to a loss of £1000 before stealing items (Dewey, 2025).
Issues Experienced
According to employee reviews for Hilton Cardiff, the management department has been unorganised, with no hourly contracts (Glassdoor, 2025). On the other hand, another review states that despite the job being challenging, Hilton Cardiff is a great place to work, with the potential to be promoted through hard work (Indeed, 2025). Other such issues include concerns regarding management practices, lack of support during busy seasons, and excessive workload. Herein, there is also a lack of respect for workers, wage theft and the absence of training amenities at Hilton Cardiff. External issues such as economic downturns have also been leading to reduced rates of income, in addition to the lack of transparency, the absence of teamwork and the lack of employee morale. At Hilton Cardiff, the primary issue has been the rudeness of the reception staff, as revealed through recent customer reviews, who have been charged twice (Tripadvisor, 2025).
Recommendations
Stakeholder Engagement
In the field of change management, making clear cases for change, identifying new stakeholders, developing stakeholder engagement strategies, and focusing on continuous improvement can help engage more stakeholders (Milligan, 2023). Hilton needs to implement such changes successfully, and this aligns with a few stages of Kotter’s 8-Step Change Management Model. Kotter’s Model highlights a sense of urgency, building a coalition, developing a clear vision, communicating the vision, empowering broad-based actions, generating short-term wins, never letting up and incorporating change into culture (Laig and Abocejo, 2021). In terms of implementing this suggested change, it is important for Hilton Cardiff to build a coalition across the workplace. The response of stakeholders to such decisions is likely to offer seamless transitions to Hilton. For instance, stakeholders are expected to remain attentive to geopolitical, regulatory and economic changes, impacting the stability of the UK to maintain its relevance as a global player (Statista, 2025). Both internal and external stakeholders support businesses to do well since they also become a part of those benefits, despite having conflicting interests (BBC, 2025). Such change management attributes can help ease the situation at Hilton Cardiff.
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Figure 14: Kotter’s 8-Step Model
(Source: Laig and Abocejo, 2021)
Training and Support
In the value of employee training lies the enhancement of skills and organisational productivity, aligned with technological advancements and industry demands (Haan and Holznienkemper, 2025). Training can help cultivate a culture of ongoing learning and improvement, aimed at attracting and retaining skilled professionals. Artificial Intelligence and Virtual Reality can help enhance training programmes and tailor diverse learning preferences. Herein, employee training has been recognised as a strategic asset for firms, adapting to future challenges and maintaining a competitive edge. This change management strategy can be implemented with the help of Lewin’s Change Management Model, taking into account the importance of communicating changes to workers at Hilton Cardiff, which can help address further similar issues of theft or burglary. Lewin’s approach to change management includes unfreezing an existing change, moving towards the implementation of another change, and unfreezing the innovative change (Amina, Kassem and Sleem, 2022). In 2024, a majority of HR professionals refused to trust AI tools for recruiting the best candidates, although around 43% of surveyed respondents agreed that AI tools count for being trustworthy when it comes to the learning and development of employees (Statista, 2024).
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Figure 15: Lewin’s Change Management Model
(Source: Burnes, 2020)
Designating Change Leaders
Although leadership has been determined to be a multi-dimensional and complex phenomenon, effective leadership has also been recognised to be at the core of organisational success (Benmira and Agboola, 2021). Herein, designating change leaders at Hilton Cardiff can help address external issues, while also considering recent incidents in the form of theft and burglary. However, at Hilton, job insecurity has been prevalent, based on the incident that happened with a housekeeping staff member whose job was scheduled once or twice a week since the hotel eliminated daily room cleaning, making the worker concerned about the disappearance of her job (Sainato, 2021). Leaders are expected to adapt to changes since the staff members are overworked and underpaid, which can be implemented with the help of the ADKAR Model of Change Management. The ADKAR model includes awareness, desire, knowledge, ability and reinforcement (Thekkekara, 2023). Awareness can be created through active communication, desire can be created through marketing, and knowledge can be increased through training facilities. Ability, with the help of exclusive management, can be enhanced through performance management, and reinforcement can be made through recruitment activities at Hilton Cardiff.
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Figure 16: ADKAR Model
(Source: Sulistiyani, Ali and Astuti, 2020)
Measurement of Success
Return on Investment
ROI is capable of addressing financial calculations, comparing the benefits of a learning programme to its cost while measuring cost-effectiveness, business impacts and efficiency (Austin, 2025). This can help measure the success rate of the strategic implementations of Hilton Cardiff, especially taking into account at least 90% of returns. ROI can further help analyse the impacts of end users and staff members, divide tasks into specific steps, track the AI adoption curve, and prioritise high-impact use cases (Forbes, 2025). Hilton Cardiff can also take into account measuring margins prior to and after implementing changes.
Customer Retention Rates
Customer retention rates represent the percentage of prevalent customers an organisation has successfully retained over a specific window (Matthews-El, Bottorff and Watts, 2024). This can help determine the success of Hilton Cardiff, considering feedback and reviews from them. For instance, at Hilton Cardiff, customer feedback revealed that the staff members have been helpful, informative and supportive, implying seamless customer services (Tripadvisor, 2025). It indicates how customer retention rates, by at least 70%, can help address the progress of strategic decisions at Hilton Cardiff. Herein, it is important to make sure that customers are offered what they need.
Employee Engagement
At Hilton Cardiff, employees have reported that the workplace environment is positive, with amazing colleagues to work with, taking into account an ethical base (Glassdoor, 2025). Herein, employee engagement rates may help measure the success of the strategic decisions implemented across Hilton Cardiff. This focuses on an increase of at least 40% in employee engagement across the hotel, which can help determine the success of the strategic actions of the hotel, such as the prevention of theft. It may include the optimal measurement of employee engagement, while also creating a feedback system in the long run (Silsbee, 2022).
Reduction in Fraud
Calculating a reduction in the rate of fraudulence and criminal activities across Hilton Cardiff by at least 65% may help measure the success of the hotel. In terms of preventing and detecting fraud, regular audits are essential, with internal audits helping ensure compliance through controls while identifying financial irregularities (Golla, 2024). This can help determine the basis of change management applications at Hilton Cardiff, with an emphasis on active transitions. However, with high brand value and sales volume, Hilton has firmly established itself as one of the most competitive leaders in the global hotel industry (Statista, 2025).
Decline in Cyberattacks
Flexibility in the field of consulting has been determined as an effective constraint based on the ability of a firm to serve clients (Newton, 2019). Herein, the success strategy of Hilton Cardiff may relate to exclusive growth opportunities endorsed by the hotel, aimed at implementing strategic decisions. A reduction in the rate of cyberattacks at Hilton by 50% can help determine the success of the hotel. The utilisation of quality individual data has been regarded as the key to effective human capital management (Baron and Armstrong, 2007). Herein, trained professionals can help manage the count of cyberattacks.
Benefits
Increased Profitability
Businesses often rely on a robust return on investment, aimed at gauging whether their investments yield enough profit (Lodge, 2024). A proper ROI can offer a robust profitability segment for Hilton Cardiff amid economic downturns and financial issues prevalent across the firm. Revenue growth, enhanced productivity, self-awareness, leadership development, strategic decision-making, stress reduction, personal well-being, cultural transformation, and legacy building are other crucial benefits of ROI (Leighton, 2024). Hilton may be able to increase its ROI, by involving stakeholders such as investors and raising funds through distinctive programmes or campaigns, which can further contribute to its sales volume.
Enhanced Brand Reputation
Concerning hotel guests, the brand awareness rate of Hilton in the UK has been 87%, aided by its brand recognition through its logo and name (Statista, 2025). In consequence, the brand identity of Hilton Cardiff can be improved and its brand reputation can be enhanced through increased organisational productivity, which can be addressed with the help of active customer-centricity and employee morale. Engaged employees can increase profit, decrease turnover, and reduce absenteeism across Hilton Cardiff, which, in turn, can help pay attention to fraudulence such as theft. Rewards and recognition are essential to get jobs done (Leverant, 2024).
Improved Customer Experience
With increased attention to customer-centric activities, businesses can potentially make it easier for customers to exchange or return unwanted items, while improving product search and humanising automated customer service touchpoints (Gibbons, 2024). This considers both employee and customer retention based on training. Herein, training can help employees learn about this evolving and constantly changing business landscape, especially amid this era of digitalised technological advancements. In 2021, a survey revealed that 24% of hoteliers believed that the primary usage of technology has been to improve guest experiences, while 5% stated that it helped save time (Statista, 2021).
Privacy Protection
In a survey carried out across the UK, it was revealed that, to around nine in every 10 respondents, data privacy was crucial (Statista, 2025). Herein, implementing cybersecurity options can help address the issue of cyberattacks across Hilton Cardiff. Herein, increasing both offline and digital security can help secure private online data and protect the hotel from being robbed in the long run. With 36,049 complaints concerning data privacy across the UK, around 57% of individuals across the nation have been aware of local privacy laws (Statista, 2025).
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Figure 17: Reference for Online Privacy
(Source: Statista, 2025)
Costs
The cost of implementing the strategic decisions at Hilton Cardiff may include around £8,000, taking into account the size of the hotel, its budget and reasonable income. Hilton Cardiff has around 51-200 employees, and is a public hospitality firm, offering large air-conditioned rooms and 24-hour room services (LinkedIn, 2025). Since the count of employees is not much across the hotel, the budget or cost for implementing the strategic decisions may seem somewhat high, although this investment can help the brand grow and offer seamless experiences to its guests. However, having 202 rooms, at a rate of $98 - $504, a 10% commission, and superior first-class amenities, the current guest services at Hilton Cardiff include multi-lingual staff, pet services, room service, concierge, wheelchair, paid onsite parking and surveillance cameras (Travel Weekly, 2025). The measures involved are on par with the costs decided for the implementation of the aforementioned strategic options. At Hilton Cardiff, the value for money is 7.9, with the location rated at 9.3 at the hotel (Agoda, 2025). The strategic decisions for Hilton Cardiff may be implemented through effective cost management, taking into account the income and market share of the hotel, and ensuring that the budget is reasonable.
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	No.
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	1
	Repeated thefts and burglaries
	Install advanced CCTV systems, increase on-site security patrols, and implement controlled access for guests and staff.
	Achieve at least a 65% reduction in theft and unauthorised access incidents, improving guest safety and staff trust.
	1 month
	10 July 2025
	£2,000

	2
	Labour dissatisfaction & wage issues
	Introduce fair hourly contracts, conduct wage reviews, and implement staff surveys to address concerns.
	Boost employee morale and engagement by 40%, reduce turnover, and ensure fair compensation to align with industry standards.
	2 months
	1 August 2025
	£1,500

	3
	Lack of employee training
	Develop AI-supported training modules and in-person skill workshops tailored to hospitality roles and customer service.
	Upskill staff to provide high-quality service, increase productivity, and support career progression within Hilton Cardiff.
	3 months
	15 September 2025
	£2,000

	4
	Data breaches
	Strengthen IT systems with firewalls, and regular audits, and train staff on GDPR compliance and phishing awareness.
	Cut cyberattack incidents by at least 50%, ensuring customer data privacy and regulatory compliance.
	1.5 months
	25 July 2025
	£1,200

	5
	Poor customer service reviews
	Launch a customer service excellence programme and monitor real-time guest feedback through digital tools.
	Improve guest experience ratings, aiming for at least 70% customer retention and a positive online reputation.
	2 months
	5 August 2025
	£1,300


Table 4: action plan for Hilton Cardiff to address the issues 
(Source: Created by the learner)
The above action plan intervention is linked to both internal improvements (employee welfare, security) and external outcomes (customer satisfaction, brand image) and therefore can assist Hilton Cardiff in addressing its key operational challenges with measurable, time-bound goals.
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It can be concluded that Hilton Cardiff has been facing several issues including repeated burglaries and theft activities, labour issues, data breaches and technical glitches to affect internal operations and reduce transparency levels. Besides, different strategic tools or frameworks such as the PESTLE, SWOT and TOWS approaches were implemented in the report. It also helped to analyse the ongoing scenario of both the country and the hotel to seek new market opportunities in future aspects. The current consumer confidence index in the United Kingdom has improved slightly which will be beneficial for Hilton Cardiff to grab the attention of local customers and insist they visit the place frequently for higher profit rates. However, the sudden decline in the innovation index of the country might influence the productivity levels of the company negatively to foster collaboration and fail to meet market urgencies. It was seen that the organisation got actively involved in a data breach incident that consisted of 3.7 million records in the Honours loyalty program. Therefore, Hilton Cardiff should take strict actions to make strategic decisions and provide suitable offerings to reframe its internal infrastructure for higher productivity levels. 
These strategies have been recommended by Deloitte UK by evaluating the current scenario of the business and suggesting solutions to attain competitive advantages. Apart from these, some past workers of Hilton Cardiff reviewed the company negatively due to poor management practices and an unorganised structure with no hourly contracts in the business environment. Other issues include a lack of managerial support, excessive work pressure and the absence of training amenities which needs effective training and development facilities to enhance employability assets. Therefore, several recommendations were made to influence stakeholder engagement and provide training programs to support the basic human needs of workers to maximise the profit ratio. Change has been considered a constant factor in measuring business performance through communication and building strong relationships between clients and suppliers. Analysing the current scenario of Hilton Cardiff, it can be suggested that the company should support both internal and external stakeholders to meet their expectations and resolve personal conflicts to make strategic changes for better outcomes. 
Implementing the Change Management Model of Kurt Lewin, requires monitoring the regular performance of employees and hiring more skilled labourers to provide them with learning and development resources. Besides, AI tools also play a crucial role during L&D initiatives to maximise profitability growth and reduce man-made mistakes to resolve internal conflicts. Hilton Cardiff can also hire leaders to address external challenges based on the incident of happened with a staff to eliminate daily room cleaning and making the workers stressed about job disappearance. Calculating a sudden reduction in fraudulence rate and other criminal activities might help to measure its success in improving financial conditions and controlling damages. Lastly, it is quite grateful to all researchers and the consultancy firm to get the opportunity to collaborate on this market research project with Hotel Hilton Cardiff. It would be great to work with the company further for other business projects to seek opportunities which might result in better performance and financial outcomes. 
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