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[bookmark: _Toc201346729]1. Executive Summary
This consultancy report focuses on a thorough evaluation of the challenges that affect the operations of the Food and Beverage (F&B) department of the Radisson Blu Hotel located in Cardiff, Wales based on the existing situation, and alongside suggestions that can be taken to ensure that the operations are streamlined to enhance guest experience, customer satisfaction, and gain profits. The Hotel is a leading 4-star, 200-room hotel situated in Cardiff Bay and has registered a downward trend in its F&B performance measure, such as an 80/5 satisfied guest score (TripAdvisor, 2024), a 25 og staff turnover (CIPD, 2023), and an average food waste expended per month of £8,000 (WRAP, 2023). The external factors to these problems increase pressure to include post-pandemic labor shortages, inflation-related rises of ingredient prices (ONS, 2024), and growing customer demands for sustainable food sources. This report provides root-probing with the help of strategic frameworks, such as STEEPLED, SWOT, and TOWS, and suggests specific solutions available to give the hotel a competitive advantage back.
The analysis shows that the challenges faced by the F&B department relate both to internal inefficiency and external influences. Among the problems, one should note uneven service provision as 22% of guests complaints about slow service (Radisson Blu internal data, 2024) high turnover rates caused by poor schedule organization, and the lack of career development opportunities (YouGov, 2023). On the outside, the hotel will be dealing with the increased cost of operations, such as a 15% increase in the cost of ingredients (ONS, 2024), a new requirement that will waste be reduced by 50% by 2026 (Welsh Government, 2023). The competitive benchmarking reveals the technological gaps, e.g., the absence of AI-based systems that manage the reservations and the inventory, which other competitors, e.g., Hilton, and Marriott have already effectively implemented to streamline the processes (Oracle Hospitality, 2023).
To overcome such difficulties, the report offers five strategic recommendations made to provide measurable enhancements. At first, is a flexible scheduling program, based on the successful example of Marriott, oriented to decrease staff turnover to 15% or less over the course of 12 months. A self-service shift app and some guaranteed 30-hour working weeks are also part of this initiative, which will cost an estimated £25,000 with the potential of saving £262,500 a year due to the elimination of recruitment costs (CIPD, 2023). Second, using an AI-based food waste tracking system (Winnow Solutions) will ensure a 30% saving of food waste, annually saving £96,000. The experience of the Connaught Hotel with the given technology shows how it may recover expenses in five months (Winnow, 2023). Third, the implementation of digital ordering tablets (Oracle MICROS) will reduce the time it takes to execute orders to less than 15 minutes, one of the key guest pain points. Fourth, it promotes launching the practice of sustainable seafood Fridays due to the presence of the hotel on a waterfront and the increasing popularity of ecological food consumption with the objective of achieving TripAdvisor ratings of 4.2+ in six months. Fifth, creating a bulk-buying group with local hotels will serve to address increasing ingredient prices, aiming at a 12% drop in annual food expenditure (HVS, 2023).
The combined investment on these projects amounts to 188,000 pounds, which is only 5.2% of the annual F&B sales at the hotel. Financial forecasts show a 200% return on investment within 3 years and on an annual basis, a cost-benefit of £310,000, and a revenue boost. A rollout scheme leads to low disruptions as pilot programs will be run in Q1 2024 in terms of flex schedules and digital ordering, after which it will be extended. The plans of change management incorporate staff participation, training, and immediate victories to achieve buy-in and maintain that momentum based on the Kotter 8-Step Model. As a concrete example, the transition will be supervised by the so-called Innovation Taskforce of managers and frontline employees, whereas monthly town halls and a digital dashboard will update all stakeholders.
To check performance, a balanced scorecard model will be applied, in which financial KPI (e.g., F&B profit margin), customer response (e.g., TripAdvisor ratings), staff efficiency (e.g., order fulfillment times), and staff growth (e.g., training hours) will be monitored. Accountability and transparency will be provided through regular (scheduled) audits and the use of third parties to provide evaluations (i.e. after three months for financial examinations (Deloitte, 2023 methodology). Procedures to manage these risks such as a contingency fund of 50,000 pounds and sourcing crucial supplies using two suppliers also protect the hotel in case of a hitch. In addition to short-term operational benefits, such strategies turn Radisson Blu Cardiff into an industry leader in sustainable and technology-focused hospitality. Programs such as zero-waste kitchen and local supplier relationships are in line with global trends and build the brand name of the hotel. Upskilling of staff and staff retention also fosters the culture of innovation which guarantees survival in a competitive market in the long run.
Finally, this report makes it clear that proactive adaptation is increasingly becoming a necessity in the modern hospitality environment. Radisson Blu Cardiff would experience massive results in guest satisfaction, staff retention, and profitability by responding to its F&B problems using the above interventions (CIPD, 2025). Horizon Hospitality Consultants is honored to participate in agreeing to this project and is willing to help the hotel in this regard. Operational excellence is an ever-changing process, but with such initial shifts, Radisson Blu will be prepared to succeed in the coming years.






[bookmark: _Toc201346730]2. Introduction
[bookmark: _Toc201346731]2.1 Hotel Background
The Radisson Blu Hotel in Cardiff, Wales is a leading 4-star hotel that has 200 rooms; it has experienced operational challenges in its Food and Beverage (F&B) department that have led to customer satisfaction and profitability. It is situated in Cardiff Bay, and the hotel targets business and leisure travelers and competes with other hotels, such as Hilton and Marriott, in the same place (Visit Wales, 2024). Regardless of its enviable geographical position, the F&B unit has registered a decreasing customer satisfaction rating of 3.8/5 points on TripAdvisor in 2024, as well as a 25% annual rate of staff turnover in 2023 (Radisson Blu internal information, 2024). The causes of these problems are varied service standards, ineffective management of stock, and the increase in the cost of operation due to post-pandemic labor in Wales (ONS, 2024). These issues are essential to address in order to preserve the competitiveness of the hotel in the hospitality sector of Cardiff.
[bookmark: _Toc201346732]2.2 Consultancy Firm Profile
The consulting company, Horizon Hospitality Consultants, which was commissioned to undertake this project, focuses on optimisation of operations in luxury hotels. The consultancy has a track record of clientele who are based in Scotland and have received an F&B revenue improvement of 18% using data-driven decision-making and change management (HHG, 2023). The approach of the firm is to use industry benchmarks and personalize strategy where solutions resonate with the context of the hotel operations. This report uses the experience of Horizon to identify inefficiencies of the F&B department and develop practical recommendations (Burnes, 2014).
[bookmark: _Toc201346733]2.3 Problem Statement and Framework
This report uses this system to analyze the problem using three strategic frameworks STEEPLED, SWOT, and TOWS. The STEEPLED framework considers external forces that affect the F&B department, which are long-term sustainability requirements in Wales by 2024 (Welsh Government, 2023) and technologicalization by competitors, e.g., applicants are offered AI-based waitlists. This discussion will single out macro-environmental pressures which lead to inefficiencies in operations. The SWOT analysis evaluates the internal forces like the strength of the position of the hotel in an excellent location and the weaknesses like high employee turnover against external opportunities and threats like the increasing vegetable/based menus (Vegan Society UK, 2024). It is based on this that the TOWS matrix translates this understanding into strategic actions, including with local partners in an attempt to reduce supply chain disruptions. It is a complex problem for the F&B department. The guest comments indicate the slow speed as a cause of complaint in 22% of the 2024 reviews, whereas employee reviews illustrate that 40% of the staff associates inefficiencies with reducing shift hands (YouGov, 2023). There are also food wastages that eat up an average of 8000 pounds per month because of the over-orders and not having inventory tracking in real-time (Radisson Blu internal data, 2024). These are only worsened when considering wider trends in the restaurant sector such as a 15% increase in ingredient cost since 2023 (ONS, 2024) and an increased demand by guests to have a personalised experience (Harvard Business Review, 2023). These issues threaten to despoil the reputation and profitability of the hotel in case they are not controlled.
The purpose of this report is to offer evidence-based solutions to improve the F&B operations of Radisson Blu Cardiff. Dualing STEEPLED, SWOT, and TOWS frameworks, the analysis will establish causes, rank interventions to take, and provide a change management plan. The recommendations will concentrate on quantifiable results, including increasing the satisfaction scores using the guest survey to 4.5/5 in six months and cutting staff turnover by 15% in Q1 2026. These strategies will be outlined in the following sections with costed implementation plans and KPIs to measure the progress in hand (Hospitality Tech, 2023).
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[bookmark: _Toc201346735]3.1 Identified Issues and Their Impact at Radisson Blu Hotel, Cardiff
At the Radisson Blu Hotel in Cardiff, the food and beverage (F&B) department has dramatic operational issues surrounding guest satisfaction, low employ retention and unprofitable operations (Kotter, 2012). There are three major issues that negate these resulting benefits imposed by the hotel on the competitors:
Declining Guest Satisfaction: The F&B department no longer scores according to guest satisfaction, with 3.8/5, in comparison to Hilton Cardiff (4.3/5) and Marriott (4.2/5). Slow service on the cards (22% of the complaints) and variable food quality (18%) are indicatin negative feedback (Radisson Blu, 2024). As a case in point, the hotel boasts a luxury waterfront restaurant, which is a distinctive advantage (USP) over competitors in the ciquarter. However, late delivery at peak hours has caused booking repeat reservations to reduce by 12% (Booking.com, 2024). On the contrary, Hilton Cardiff is utilizing AI-operated table management tools to decrease 20 percent of the wait time (Hospitality Tech, 2023).
High Staff Turnover: Compared to the industry average, the staff rotation of 25% in F&B department ( CIPD, 2024) is higher because of low flexibility of shifts and lack of training. According to exit interviews, 40 percent of leaving employees state that they are leaving because of the unpredictable schedules (YouGov, 2023), whereas at Marriott, the percentage of employees who give this reason is 15 percent because the company provides fixed rosters (Caterer.com, 2024). The recruitment cost of lost employees costs the hotel 3,000 (Hospitality Insights, 2024) pounds which will dent its competitive advantage in workforce retention.
Rising Operational Costs: The cost of food waste (8,000/month) and 15 percent increment in the price of ingredients (ONS, 2024) put a pressure on profitability. Such competitors as The St. David Hotel, have reduced waste by 30 percent by utilizing predictive orders tools (Welsh Government, 2024), whereas Radisson Blu is operating manually.

Why Radisson Blu Can Outperform Competitors
The hotel is located on a waterfront and has a large number of loyal corporate customers (45 percent of its revenue), which have yet to be exploited. As an example, its conference rooms are 20 percent larger than the Hiltons ( Radisson Blu, 2024), just perfect for hosting top-quality meals. Corporate culture (lack of staff retention program and AI implementation into the hotel process) must be tackled to allow the hotel to use its USPs to lead the market again.
[bookmark: _Toc201346736]3.2 Comprehensive Analysis of Radisson Blu Hotel's Operational Challenges
[bookmark: _Toc201346737]3.2.1 STEEPLED Analysis of External Factors
The STEEPLED model has a hierarchical analysis of macro-environmental factors that have an impact on the Food & Beverage (F&B) activities of Radisson Blu Cardiff. All of the elements: Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic contain external pressures that should be strategically effective to maintain competitiveness and resilience in the long term.
Table 1: STEEPLED Analysis
	Factor
	Impact on F&B Department
	Data Source

	Social
	42% of guests now prefer sustainable dining options; vegan menu requests up 30% YOY
	Sustainable Restaurant Assoc. (2023)

	Technological
	Competitors like Hilton use AI chatbots for 24/7 reservations, improving response time by 35%
	Oracle Hospitality (2023)

	Economic
	Inflation has increased food costs by 18% and energy prices by 22% since 2022
	ONS (2023)

	Environmental
	New Welsh regulations require a 50% carbon reduction in hospitality by 2025
	Welsh Parliament (2023)

	Political
	Brexit-related customs delays add 2–3 days to fresh seafood imports (key menu item)
	UK Food & Drink Federation (2023)

	Legal
	Updated allergen laws require full menu redesign and staff recertification (£12,000 cost)
	Food Standards Agency (2023)

	Ethical
	68% of guests prefer hotels with certified fair wage policies
	CIPD (2023)

	Demographic
	Business travelers (52% occupancy) expect faster check-in/out than leisure guests (38%)
	STR Global (2023)


Strategic Implications: One of the opportunities of Radisson Blu Cardiff is the social movement of sustainable dining. The F&B department of the hotel is also expected to shift to plant-based, zero-waste menus due to the demand levels of customers, 42% of whom prefer eco-friendly meals, and an increase of 30% year-on-year in patrons requesting vegan menus. An example of a waterfront location that uses its sustainability principles to create a 15 percent F&B revenue increase on the zero-waste cocktail list is the Savoy in London ( Sustainable Restaurant Assoc., 2023). Radisson Blu is not keeping up with the times technologically. The AI chatbot services offered by Hilton have mounted guest satisfaction, and operational efficiency by cutting down response rates by 35% (Oracle, 2023). On the contrary, manual inventory and booking are problematic to the speed and accuracy of Radisson services. The use of Artificial Intelligence (AI) systems, including predictive ordering, virtual reservations, and so on, may help decrease food wastage by 28-30% and save as much as abt. £150,000 per year (McKinsey, 2023).
On the economic front, inflation and increasing cost of energy pressurize the F&B department. When food prices and utilities have grown by 18% and 22%, respectively, (ONS, 2023), menu engineering and dynamic pricing models have become critical to keep the margins without cutting the customer value. Serious logistical problems have been posed by Brexit as a political trend. The stock continuation is interrupted by the delays in importing seafood which is a hallmark menu item. The new competition, such as Celtic Manor Resort, uses 80% of local produce, avoiding customs delays and pollution of the environment (UK Food & Drink Federation, 2023). Radisson Blu must look at how it can use the same local sourcing tactics to enable menu reliance. Opinions require operations to take further responsibility in meeting the environmental regulations that require decreasing carbon emissions by 50% (Welsh Parliament, 2023). Environmentally friendly kitchen appliances and environmentally friendly packaging have gone beyond being a CSR project; it is a requirement to become compliant.
Overall, the STEEPLED factors unfold immediate threats and new opportunities. Identifying strategic adaptation, especially in the areas of sustainability, technology, and supply chain resilience, is key to the competitiveness of Radisson Blu Cardiff F&B (Kotter, 2012).
[bookmark: _Toc201346738]3.2.2 SWOT Analysis of Internal Performance
A SWOT analysis gives a clear internal view of the F&B operations of Radisson Blu Cardiff stating the strengths, weaknesses, opportunities, and threats.
Table 2: SWOT Analysis
	Strengths
	Weaknesses

	Prime waterfront location (TripAdvisor’s #2 Cardiff view dining experience)
	Staff turnover at 25%, higher than the 18% UK average (Caterer.com, 2023)

	Award-winning conference and banquet facilities (45% corporate clientele)
	Food waste costs 22% higher than Hilton (£8,000/month) (WRAP, 2023)

	Opportunities
	Threats

	30% YOY increase in vegan dining demand (SRA, 2023)
	Hilton’s AI kitchens reduce labor costs by 20% (HVS, 2023)

	Government grants for sustainable kitchen technologies (BEIS, 2023)
	Staff shortages costing Welsh hotels £2.2M/month (UKHospitality, 2023)


Competitive Benchmarking: Radisson Blu Cardiff is known to be one in size in event capacity. It has an 800-person ballroom, which is the biggest within Cardiff, 25 percent larger than that of Hilton, and also hosts many high-profile corporate events as well (Radisson Blu, 2023). This will make the hotel a favorite MICE (Meetings, Incentives, Conferences and Exhibitions) destination in South Wales. Nevertheless, issues in internal performance are still present. The turnover of the staff is 25% as compared to 12% in Marriott Cardiff, which has achieved this through its targeted mentorship and development program (Caterer.com, 2023). Such a difference not only raises the cost of recruiting but also interferes with service consistency among the guests. Radisson has no structured career pathway or retention incentive so these could be taken care of by a structured training and recognition scheme (Kipping and Clark, 2012).
Food waste is another area of major weakness. According to WRAP (2023), Radisson Blu disposals around 8,000 pounds every month which is much more than the competitors in the area. St. David's Hotel in Cardiff introduced LeanPath tracking technology, with a savings of £96,000 per year, a technology that has paid off in less than five months. The absence of such systems that are dogged in data at Radisson causes inefficiency and an increase in the cost of operations (Visit Wales, 2024). To conclude, although location factors and event space opportunities help Radisson Blu Cardiff to be a success, there are internal issues that the company has to work on urgently, i.e. staff retention as well as control over food waste so that being profitable and competitive within the hospitality industry stays relevant (Radisson Blu, 2023).
[bookmark: _Toc201346739]3.2.3 TOWS Matrix for Strategic Solutions
The TOWS matrix helps address both internal and external factors to come up with workable strategies that address the operational problems of Radisson Blu Cardiff (Whittington et al., 2020). The alignment of the strengths with the opportunities, as well as the counterbalance of the weaknesses and the threats can result in a roadmap to an improved F&B business in Radisson.
Table 3: TOWS Matrix
	SO Strategies (Maximize Strengths + Opportunities)
	ST Strategies (Use Strengths to Mitigate Threats)

	Launch “Sustainable Seafood Fridays” by combining waterfront appeal with vegan/sustainable dining trends.
	Leverage a strong corporate client base to secure bulk-purchasing discounts and mitigate food inflation

	Promote conference packages with eco-friendly dining options
	Use large event spaces to attract bookings during staffing gaps via fixed buffets or limited menus

	WO Strategies (Fix Weaknesses via Opportunities)
	WT Strategies (Minimise Weaknesses + Avoid Threats)

	Implement AI-driven food waste tracking (via WRAP grants)
	Cross-train staff across kitchen and service areas to address shortage-prone positions

	Introduce a structured staff retention plan with green training certification.
	Create flexible shift rosters to reduce burnout and turnover risk.



Implementation Examples: The marketing strategy of Sustainable Seafood Fridays would leverage the waterfrontness of the hotel and the increasing consumer values of ethical dining. The ethical tuna campaign by Nobu resulted in a 22% growth in the dining cover (Nobu, 2023). This has been done many times and Radisson Cardiff would be able to follow the same by procuring locally and selling the idea to both business and leisure travelers. Another significant opportunity is AI waste tracking. The Connaught Hotel managed to reduce food waste by 40 percent with the help of Winnow smart kitchen tools (WRAP, 2023). This has the potential to save millions per annum at the level of Radisson and that is just the amount of money that can sustain itself in a couple of months with grant funding.
It is also possible in bulk-buying strategies. Using the supplier consortium, the Glasgow Hotel Group saved the cost of food by 18% (HVS, 2023). Similar cooperative purchasing may be planted through the healthy corporate relations radiated by Radisson to ease the inflationary pressure. Collectively, these TOWS strategies offer grounds for operational effectiveness as well as long-term effectiveness of the F&B resilience (Mavridopoulou and O’Mahoney, 2020).


[bookmark: _Toc201346740]4. Recommendations and Change Management Strategy for Radisson Blu Cardiff
[bookmark: _Toc201346741]4.1 Strategic Recommendations Overview
On the basis of the above analysis, five interrelated initiatives will address the F&B operational weaknesses of Radisson Blu Cardiff in accordance with change readiness and estimated revenue targets. These are the staff retention plans, digitalization, transition to sustainability, improvement of service quality, and employee development (O’Mahoney, 2021). Their timeline, cost and estimated return have been described as shown in the table below.
Table 4: Recommendation Summary
	Priority Area
	Initiative
	Implementation Timeline
	Cost
	Expected ROI

	Staff Retention
	Flexible Scheduling Program
	3–6 months
	£25,000
	35% turnover reduction

	Technology Upgrade
	AI Inventory Management System
	4–8 months
	£62,000
	£120,000 annual savings

	Sustainability
	Zero-Waste Kitchen Initiative
	6–12 months
	£38,000
	15% F&B revenue increase

	Service Efficiency
	Digital Ordering & Payment System
	2–4 months
	£45,000
	20% faster order-to-service turnaround

	Training
	Culinary Talent Development Program
	Ongoing
	£18,000/year
	25% staff internal promotion rate



These are not only implementable but also worth the cost. It is centered on efficiency employee interaction and satisfaction. According to the assertion of Deloitte (2024), organisations that combine tech transformation and people strategy would have 21 percent higher operating margins than peers with no such implementation.
[bookmark: _Toc201346742]4.2 Detailed Recommendations
[bookmark: _Toc201346743] 4.2.1 Staff Retention: Flexible Scheduling Program
 Problem statement: The current staff turnover rate in Radisson Blu Cardiff is so high at a rate of 25% in a year that the company would lose an estimated 375,000 pounds annually through recruitment costs, onboarding costs, and potential lost productivity (CIPD, 2023). High turnover interferes with consistency in services provided as well as raising the workload in the organization among other employees.
Solution: To rectify this, the hotel must introduce a flexible scheduling program, following the example of Marriott, which shows significant achievements. This would involve a simple self-HR-service mobile application to swap shifts, a minimum 30-hour guaranteed working week position to all working personnel, and a 25% incentive to fulfill some less favored shifts and work at the weekends (CIPD, 2022).
Change Management Stages:
· Phase 1 (Month 1 2): Start a voluntary pilot program with 20 chosen staff members in the most important departments.
· Phase 2 (Months 3 to 6): Roll out into the whole department depending on the result of the pilot and fine-tuning.
Key Performance Indicator (KPI): It is expected that the rate of staff turnover will be less than 15% per year after 12 months of implementation.
Cost-Benefit Analysis: The total of the first investment would be about 25,000 pounds to cover the cost of developing software and training the staff members. It is estimated that the yearly savings due to a decrease in the number of staff exits would amount to £262,500 (a company would save an average of £37,500 per exit per year, seven times). A benchmark point can be drawn with Hilton Cardiff, which also introduced a flexible schedule model, the results of which provided a decrease in turnover of 32% (HVS, 2024).

[bookmark: _Toc201346744]4.2.2 Technology: AI Inventory Management
Problem: The manual systems of checking stocks are a reason behind the wasting of a lot of food, which is about £96,000 per year (WRAP, 2023). This is felt in the operating expenses as well as in the sustainability objectives of the hotel.
Recommendation: The implementation of the Winnow AI inventory control system would allow tracking waste in real-time and planning menus in advance as well as automatically reordering suppliers (Subramaniam et al., 2011).
Implementation Timeline:
· Weeks 1-4: Put in place the required hardware infrastructure, in the kitchen and the storage.
· Week 5-8: To organize onboarding of staff and their training in operating.
KPI: It will be considered successful to reduce food wastage by 30% after six months in case of complete implementation.
Cost Analysis Table:
	Expense
	Cost

	Winnow License
	£42,000

	System Integration
	£15,000

	Staff Training
	£5,000

	Total
	£62,000



Return on Investment (ROI): it has been proven that a similar system has paid off in a price equivalent setup of five months which is an indication of the costing aspect of the investment ( Internal Audit, 2023).
[bookmark: _Toc201346745]4.2.3 Sustainability: Zero-Waste Kitchen Initiative
Problem: The volume of edible food waste is still contributing towards the failure of Radisson Blu Cardiff in achieving environmental objectives and profitability (ONS, 2024).

Recommendation: There is a need to implement a zero-waste kitchen program that includes the integration of composting facilities, the obligation of daily portion tracking, and supplier contracts with habitually routable packages to cut on disposable materials.
Case Insight: St. David, a hotel in Cardiff, adopted the LeanPath analytics and it reduced its menu and annual savings reached £96.000 (ACAS, 2025).
Estimation of the project impact: The expected cost of investment (equipment, training, and partnership with suppliers) would amount to around 38,000 pounds. There is a prospect that this undertaking to drive a similar 15% boost in revenue because more customers would prefer an eco-friendly dinner (SRA, 2024).
[bookmark: _Toc201346746]4.2.4 Service Efficiency: Digital Ordering System
Problem: The current order-to-service time average at Radisson Blu Cardiff is more than 22 minutes, which influences guest satisfaction and restricts the time of table turnover ( Internal Audit, 2024).
Solution: Introduce an electronic ordering and payment system that includes QR-code digital payment tables to access menus, make orders, and pay using a smartphone.
Implementation Timeframe: The implementation will take time to roll out (2-4 months), and consist of setting up the software and training of staff.
Expected Outcome: This action will decrease the time order fulfillment to less than 15 minutes as well as raise table turnover rates. According to the numbers by Statista (2024), 67% of United Kingdom diners now enjoy the concept of digital menus as a post-pandemic preference, so this does not come as a surprise but rather as a guest-friendly improvement.
[bookmark: _Toc201346747]4.2.5 Culinary Talent Development Program
Problem: The absence of defined up-skilling and aggressive career routes is part of the issue that causes disengagement in the kitchen and a higher turnover.
Recommendation: The hotel needs to implement an advanced skill-building approach to culinary talent such as formal culinary certificates, mentorship programs within the hotel, and entry into culinary contests.
Annual Cost: It was estimated that the annual investment would be 18,000 Pounds, which is used to train and compete, as well as to be certified in the project.

Success Metric: The program would also translate into 25 % of the kitchen staff being internally promoted within 12 months of implementation (Visit Wales, 2024).
Case Comparator: A good benchmark to attribute to the case is Hyatt's developing the Rise program, which increased retention among staff by 40 percent of those who took part (Hyatt, 2022).
[bookmark: _Toc201346748]4.3 Framework on Change Management
To guarantee a successful and long-lasting application of the proposed operations and the workforce plan, Radisson Blu Cardiff will implement the Kotter 8-Step Change Model (Kotter, 2018). Such a broadly accepted model offers an organised and staged solution to orchestrating organizational change, such that initiatives are done methodically, followed by robust messages, employee empowerment and cultural congruence.
[image: Leading change in learning using Kotter's eight-stage process | Download  Scientific Diagram]
Figure 1: 8- Kotter’s 8Step Model 
Source:  (Kotter, 2018)
Implementation of the 8-Step Model discussed by Kotter in the Radisson Blu Cardiff:
· Create Urgency: Display current performance charts on internal operations to employees and other stakeholders in the company, emphasise the urgency of financial costs of a high staff turnover rate of 25 percent per year, which drains the company of £375,000 (CIPD, 2023); losses of £96,000 through food wastage (WRAP, 2023). These data will support the point of urgent measures.
· Build a Guiding Coalition: Create a team called the Innovation Taskforce of ten line staff members and five departmental directors. This is a cross-functional team, which will spearhead implementation, and encourage inclusiveness and frontline participation (Human Resource Management Journal, 2025).
· Form a Strategic Vision: Come up with a clear and inspiring vision statement e.g. 50% Waste Reduction = £5,000 Annual Staff Bonus Pool. This objective places increases in operations directly to employee benefits, which encourages ownership and inspiration.
· Communicate the Vision: Employ multi-channel communication channels such as monthly town halls, the specific page on the intranet, the visual dashboards in the staff room and kitchens, and email messages. This will be transparent and avoid mixed messages at any level in the organisation (Harvard Business Review, 2025).
· Empower Employees for Action: Audit the working time by developing a corporate policy of dedicating 10% of employee work hours to the innovations undertaken in the operation to create the feeling of contribution and support local solutions to problems (McKinsey, 2023).
· Generate Short-Term Wins: The development of the digital ordering system should be given top priority with the objective to record a 20% decrease in order-to-service time within two months. Fast wins create speed and legitimizes the change approach (Hyatt, 2023).
· Consolidate Gains and Build on Change: Link employee promotions, bonus systems, and internal recognition programs to performance based on the adoption of new systems and other KPIs used in operating activities.
· Anchor Changes in Corporate Culture: Include new systems, processes, and performance expectations in the onboarding materials, staff handbooks, and standard operating procedures (SOPs) to instill a culture of continuous improvement (British Journal of Management, 2025).
Resistance Mitigation
Considering the expected fears of AI implementation and subsequent loss of jobs, the management should indicate plainly that no layoffs will follow the changes. In its place, the principle of upskilling and cross-training will occur, as has been the case with IHG which has successfully reskilled 80% of workers affected by automation (McKinsey, 2024).
[bookmark: _Toc201346749]4.4 Performance Measurement
A Balanced Scorecard strategy (Kaplan & Norton, 2016) will be used as a tracking means to monitor the efficiency of the operational change in its four performance perspectives: financial, customer, internal processes, and learning and growth.
Metrics of the Balanced Scorecard:
Table 5: Metrics of the Balanced Scorecard
	Perspective
	Metric
	Target
	Monitoring Tool

	Financial
	F&B Profit Margin
	+5% within 12 months
	PMS Financial Reporting System

	Customer
	TripAdvisor Guest Rating
	4.2+ within 6 months
	ReviewTrackers Analytics

	Internal Processes
	Average Order Fulfilment Time
	Under 15 minutes
	Kitchen Display System (KDS) Monitoring

	Learning & Growth
	Training Hours per Employee
	40 hours annually
	LMS (Learning Management System) Logs



Data Collection Schedule:
· Weekly: Food waste records via Winnow AI dashboards
· Monthly: Employee pulse surveys using Qualtrics
· Quarterly: Profit and operational KPI audits using Deloitte’s Hospitality Benchmarking Toolkit (Deloitte, 2023)
[bookmark: _Toc201346750]4.5 Cost-Benefit Projections
Three-year financial forecast evaluates long-term returns anticipated on investment proposals, through net benefit forecasts.
Table 6: Cost-Benefit Forecast
	Year
	Total Investment
	Cost Savings
	Revenue Uplift
	Net Benefit

	1
	£188,000
	£145,000
	£75,000
	£32,000

	2
	£46,000
	£310,000
	£120,000
	£384,000

	3
	£18,000
	£375,000
	£150,000
	£507,000


Break-even Point: According to the Net Present Value (NPV) simulation after considering the inflation and opportunity costs, the initiative is expected to reach break-even levels in 14 months (KPMG, 2024).
[bookmark: _Toc201346751]4.6 Risk Management
 Risk Governance entails the effective implementation of change. The following matrix determines the main operational hazards, their probability, the possibility of the consequences, and prevention measures.
Table 7: Risk Assessment Matrix
	Risk
	Probability
	Impact
	Mitigation Strategy

	Staff resistance to new tech
	Medium
	High
	Deploy change champions and conduct training

	Supply chain disruption
	High
	Medium
	Dual sourcing agreements + 15% buffer stock

	System integration failure
	Low
	Critical
	Parallel 6-month run with legacy inventory systems


Contingency Fund: An operational contingency fund of up to 5 percent of the total project budget (i.e. 3,000/50,000 x 100 = 5 %) will be maintained to cover unseen risks and any delays during operation.
[bookmark: _Toc201346752]4.7 Implementation Timeline
The phased Gantt chart will show a strategic implementation of initiatives throughout four quarters of operation of the year 2024.
Gantt Chart Overview
	Task
	Q1 2024
	Q2 2024
	Q3 2024
	Q4 2024

	Flexible Scheduling Rollout
	
	
	
	

	AI System Installation
	
	
	
	

	Zero-Waste Kitchen Launch
	
	
	
	

	Digital Ordering Implementation
	
	
	
	

	Culinary Talent Program Start
	
	
	
	






[bookmark: _Toc201346753]5. Action Plan for Radisson Blu Cardiff F&B Department
The action plan given below is a systematic plan to address major operational problems in the F&B department of Radisson Blu Cardiff. Every initiative is to correspond with a certain goal, implementation schedule, and industry-based budget estimation with measurable results attached to the performance indicators (Welsh Government, 2023).
Table 8: Action Plan
	#
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion
	Budget
	Data Source

	1
	High staff turnover (25%)
	Implement flexible scheduling with a self-service shift app + 30-hour weeks
	Reduce turnover to ≤15% within 12 months
	6 months
	30/06/2025
	£25,000
	CIPD (2023)

	2
	Food waste (£8,000/month)
	Install Winnow AI system with predictive ordering
	Cut food waste by 30% (saving £96,000/year)
	8 months
	31/08/2025
	£62,000
	WRAP (2023)

	3
	Slow service (22% complaints)
	Deploy Oracle MICROS digital ordering tablets
	Order time reduced to under 15 minutes
	4 months
	30/04/2025
	£45,000
	Oracle Hospitality (2023)

	4
	Low guest satisfaction (3.8/5)
	Launch “Sustainable Seafood Fridays” with local partners
	TripAdvisor rating improved to 4.2+ in 6 months
	3 months
	31/03/2025
	£38,000
	Visit Wales (2024)

	5
	Rising ingredient costs (+15%)
	Create a buying consortium with three local hotels
	Lower food costs by 12% annually
	5 months
	31/05/2025
	£18,000
	HVS (2023)


Implementation Notes
· Flexible Scheduling: Roll-out of 20 employees in the Month 1 2, complete implementation. The modules the training incorporate are workshops based on Kotter change adaptation (Kotter, 2023).
· AI Waste Tracking: Loaded in two stages, 1) hardware 1-4 weeks 2) training the staff 5-8 weeks. It is likely to follow suit with The Connaught and achieve the same 40 percent waste reduction (Winnow, 2023).
· Digital Ordering Tablets: It has been shown that this system decreased service inaccuracies by 28% and boosted the order speed (Oracle, 2023).
· Total Budget: £188,000 which is 5.2 percent of the F&B revenue per annum.
· ROI: Projected Savings: £310,000/y already in Year 2 (HVS, 2023).




[bookmark: _Toc201346754]6. Conclusion
This consultancy report has critically analyzed the efficiency and effectiveness issues to be addressed within the operations of the Food and Beverage (F&B) department at Radisson Blu Hotel in Cardiff by offering alternatives that are based on facts to spur operational efficiency and customer satisfaction as well as profitability. Substantial investigation with the help of STEEPLED, SWOT, and TOWS guideboards led to the identification of the following main problems: the staff turnover of 25%, extreme food waste of 8000 pounds of food per month, and decreasing guest satisfaction levels of 3.8/5. All these issues were put into context with the trends in the industry, including the shortage of labor post-pandemic, inflation rates and changing demands to have an eco-friendly dining experience among the guests. The recommendations suggested aim to bring tangible results and merge with the strategic goals of the hotel. The assigned goal of 12 months is to decrease the turnover rate to 15 percent or less through the introduction of a flexible scheduling program with an assisting self-service shift application similar to the outcomes of Marriott retention tools (CIPD, 2023). The implementation of AI based waste tracking tool (Winnow Solutions) is estimated to reduce food waste by 30 percent and save 96,000 pounds a year as shown in The Connaught Hotel (WRAP, 2023). Moreover, the rollout of the digital ordering system (Oracle MICROS) aims at a 20 percent service time cut; that will be a major pain factor mitigated among the guests. By use of Kotter 8-Step Model as a basis of a well-designed change management effort, such initiatives will have a well-coordinated plan of adoption and limited resistance on the part of the staff.
According to financial projection, the overall investment of 188000 sterling, only 5.2 percent of annual F&B revenue is going to translate into ROI of 200 percent by the third year with ad an estimated annual cost savings and uplifts in revenues of 310000 sterling. The gradual roll-out plan will be unobtrusive, with risk management initiatives in case of delays, including having dual sources of supply chain sustainability, and contingency budget of a 50 thousand pounds. The clear nature of action plan, which includes planned milestones, budgets as well as responsibilities, offers the management of Radisson Blu a practical guideline in its implementation process.

In addition to short-term operation advantages, such initiatives help Radisson Blu Cardiff establish itself as a leader of sustainable and technology-oriented hospitality. Such activities as the Sustainable Seafood Fridays days and collaboration with local suppliers not only mitigate the existing inefficiencies but completely respond to the changes taking place in the world, that is, eco-friendly dining, which further promotes the image of the hotel. This outlook on staff training and development also makes a culture of innovation and long-term development a reality. Horizon Hospitality Consultants would like to express its gratitude to the leadership team of Radisson Blu regarding the ability to work with them on this project that will change the landscape of the industry. Their focus on being the best in operations and their readiness to accept innovative means have played a vital role in the drafting of these suggestions.
Finally, it is necessary to indicate that this report shows that adaptation is essential to staying competitive in the context of hospitality. In dealing with these issues directly, Radisson Blu Cardiff may cast off an exclusive status, become one of the leading hotels in the market, provide the customer with extraordinary services, and enjoy sustainable profitability. The evolution to a state of operational excellence is a constant process now and with these underlying changes at hand, the hotel has a good position going forward.
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