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[bookmark: _Toc217136436]Executive Summary
This is a consultancy report commissioned on Shangri-La The Shard, London, one of the most recognised luxury hotels in the United Kingdom, which has been undertaken in an environment of a very competitive and cost-driven hospitality industry, which is more experience-driven. This report aims to do a strategic, evidence-based assessment of the current operational performance of the hotel and to suggest effective improvement plans that will help it maintain a competitive advantage in the long term and, at the same time, maintain the luxury positioning of the brand.
Shangri-La The Shard enjoys a good global brand name, a unique location and a high customer base which includes international leisure travellers as well as high-end business travellers. Nonetheless, the analysis reveals that it is different to run a vertical luxury hotel within a historic building. These consist of variations in service provision, increased operational and labour costs, as well as pressure on the workforce engagement and retention, which can have an unwanted impact on guest satisfaction, brand image and long-term profitability in case they are not handled strategically.
As a comprehensive way of diagnosing these issues, the report uses various tools of consultancy and strategic analysis. The external environment is evaluated with the help of a STEEPLED analysis, which identifies vital elements of social, technological, economic, environmental, legal, ethical, and demographic forces that affect the operation of luxury hospitality in London. This discussion reveals that the escalated guest expectations of personalised experiences, greater digitalisation, inflationary pressures, sustainability review and changing workforce regulations are key external influences that affect the performance of the hotel.
At the internal level, a SWOT analysis gives a summary of the strengths, weaknesses, opportunities, and threats of the operations of Shangri-La The Shard. Although the company has strengths such as brand equity, service standards, and unique guest experiences, weaknesses associated with the company are high fixed costs, tired staff working in frontline positions, and variation in services provided during peak seasons. These insights are then translated into strategic directions using a TOWS analysis, which allows the use of these challenges to come up with strategies through which improvements can be made.
The findings guide the report to formulate headline recommendations that are based on three areas. To begin with, the consistency of service delivery can be improved by providing formalised training of luxury service delivery and performance management systems. Second, enhancing staff involvement and retention through specific wellbeing programs, better career progression opportunities, and internal communication. Third, capitalising on technology-based personalisation, including the advanced CRM systems, to enhance the relationships with the guests and operational efficiency.
These recommendations can be successfully implemented with the help of a systematic change management strategy, and the significance of the involvement of the leader, communication with the staff, and resistance management among the employees in a luxury hospitality setting has also been realised. There are clear Key Performance Indicators (KPIs) that are used to measure the success, such as: the level of satisfaction amongst the guests, the rate of employee turnover, and the measures of revenue.
It contains a roadmap of the action plan to describe duties, timeframes, expenses, and anticipated results, which offers the management a feasible implementation plan. All in all, the suggested strategies will bring tangible value, such as increased loyalty among guests, increased workforce retention, better brand image, and long-term financial success, leaving Shangri-La The Shard as an example of excellent luxury hospitality in London.
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The modern hotel industry is full of stiff competition, growing operational expenses, a growing expectation of customers, and a growing awareness of the quality and sustainability of services (Viskovic, 2024). In this dynamic environment, the luxury hotels have the added task of providing personalised high-quality experiences continually with a complex and operational structure and workforce. This consultancy report will be based on Shangri-La The Shard, London, by looking at its operational performance and the areas that can be improved strategically to help it remain competitive and effective in the long run.
The Shangri-La The Shard is a branch of the globally known Shangri-La Hotels and Resorts that is situated in the Shard, one of the most popular London locations (Campos and Almeida, 2022). The hotel was inaugurated in 2014 and is located at levels 34 to 52 of the building, which makes it the tallest hotel in Western Europe. It has about 202 luxury guest rooms and suites, high-end facilities such as fine-dining restaurants, a sky lounge, spa, wellness facilities, and a wide range of concierge services. The hotel mostly serves the high-net-worth leisure traveller and international business traveller with a focus on the higher end of the luxury hospitality market. Its specific vertical structure and stunning views of London are important points of differentiation, but it is also associated with complexity in operation, especially when it comes to offering services, logistics and human resources.
Shangri-La The Shard has several operational and management issues that the consultancy can help in solving, despite its positioning of strong brand and unique selling points (Ning, 2021). The efficiency of operation has been under pressure due to the high cost of running a luxury hotel in a historic building, pressures of inflation, labour costs, and rising wage demands (Bordo and Levy, 2021). Moreover, there is still a challenge of maintaining the standards of luxury service throughout all the touches of the guests, especially at the peak times. These problems are worrisome, since they can adversely affect guest satisfaction, web-based reputation, staff morale and eventually revenue performance, unless they are mitigated via some planned, strategic programs.
The current report has been compiled by Aurora Hospitality Consulting (pseudonym), which is an independent consulting firm focused on organisational performance, change management, and service optimisation in the hospitality industry. The consultancy is based on an evidence-based and customer-centred philosophy, collaborating intimately with hotel management in uncovering areas of performance deficiencies, diagnosing, and identifying realistic and sustainable solutions. It is important to note that the aim of this consultancy engagement is not only to point out areas of concern but also to help Shangri-La The Shard transform the operational issues into strategic opportunities to improve and grow.
In a bid to achieve a well-built and systemic analysis, this report uses some of the developed strategic and consultancy models that facilitate external and internal analysis of the organisation. A STEEP analysis is used to evaluate the macro environmental factors associated with the hotel, such as the social, technological, economic, environmental, legal, ethical and demographic forces. This model is especially applicable in the luxury hospitality setting, whereby the external forces on the organisation's performance are digitisation innovation, sustainability expectations and workforce regulation.
Moreover, a SWOT analysis is employed to determine the internal strengths and weaknesses of Shangri-La The Shard as well as the external threats and opportunities. This gives a brief description of the current strategic position of the hotel and areas that the managers should focus on. Elaborating on this, a TOWS analysis is used to translate the results of a diagnostic into strategic options to be used in creating actionable recommendations that strategically leverage the organisational strengths in relation to market opportunities and counterbalance the risks that have been identified.
All in all, this introduction preconditions a thorough analysis of the case of Shangri-La The Shard, London, conducted by the consultancy. The report will provide realistic recommendations to improve the quality of the services, workforce engagement, and sustainable operational performance in a highly competitive environment of the luxury hotel by integrating industry-relevant frameworks with relevant practical hospitality insights.


[bookmark: _Toc217136438]Analysis
This part entails a detailed consultancy-based study of Shangri-La The Shard, London, with reference to the major operations and services related problems that impact the hotel's performance. The discussion assesses the effects of these problems on customer satisfaction, employee relations, brand image, and income. To be objective and credible, this part is based on a variety of industry reports, academic sources, and benchmarks of the hospitality industry, as well as customer reviews, instead of corporate messages or the hotel webpage. A set of STEEPLED, SWOT and TOWS is used to evaluate the external environment systematically and internal capabilities of the hotel.
1. [bookmark: _Toc217136439]Identification of Key Operational and Service Issues
With its solid luxury positioning and iconic position, Shangri-La The Shard is experiencing several related operational issues. Inconsistency in service delivery, workforce pressures, and high exposures to operational costs are the greatest problems in the industry, as observed through industry comparison and service performance indicators (Muchiri, 2022). 
[bookmark: _Toc217136440]1.1 Inconsistency in Luxury Service Delivery
A major problem of Shangri-La the Shard is the ability to have the same standards of luxury service delivery at all its guest contact points. Although most guests have been commenting on remarkable experiences, literature has shown that inconsistency in service, especially within peak seasons of occupancy, can lead to a lack of credibility in the brand (Wu and Gao, 2019). The expectations of the guests are very high in the luxury segment, and a small service failure can result in a lack of satisfaction, bad reviews, and a decline in the frequency of returns.
This discrepancy affects the online reputation of the hotel, which is essential in shaping booking decisions in the high-end travelling market (Chivandi, Samuel, and Muchie, 2020). Studies have indicated that online reviews are of great importance to guests in luxury hotels in determining the value for money, despite the high prices charged (Tsiotsou, 2022). Anything that would go against the anticipated service excellence would thus disproportionately impact the perceived quality and trust in the brand.
[bookmark: _Toc217136441]1.2 Workforce Engagement, Retention, and Skills Pressure
The second critical problem is associated with workforce sustainability, especially in frontline and operational positions (Murray and Holmes, 2021). Since the COVID-19 pandemic, the UK hospitality industry has been suffering from continuous labour shortages, growing wage pressures, and employee turnover (Baum et al., 2023). Hotel, especially the Luxury, has been particularly susceptible since delivery of the services would be dependent on the highly skilled, highly motivated and emotionally drawn employees (Goh and Baum, 2021). 
The pressure on staff wellbeing at Shangri-La The Shard is augmented by the stress of high expectations on the quality of the luxury service, long working hours and high emotional labour requirements. A high turnover interferes with the continuity of service, raises the cost of recruitment and training of employees and deteriorates the organisational culture (Nwafor, 2023). Consultancy-wise, this problem has a direct impact on the consistency of the services, the satisfaction of guests, and the efficiency of operations and is, therefore, a strategic and not a purely operational challenge.
Employee disengagement also predisposes the possibility of service mistakes, minimised personalisation and correlations between guests and staff, which are key differentiators of luxury hospitality (Honeycutt, 2022). 
[bookmark: _Toc217136442]1.3 Rising Operational and Cost Pressures
The high fixed and variable costs are caused by the need to operate a luxury hotel in a landmark building like The Shard. Increased spending is caused by energy consumption, building maintenance, spending with suppliers, and adherence to safety and sustainability requirements (Singh, Mishra, and Yadav, 2024). Further, rising labour prices in the UK hospitality industry have been chiefly caused by inflationary pressures and the rise in the National Living Wage (Werner and Stephens, 2024). 
These are cost pressures that have a direct impact on profit margins and pricing strategies. Although Shangri-La The Shard can charge premium rates, there is a limit beyond which the guest might feel that they are receiving less value for the money, especially when there is inconsistency in the level of service delivery. The idea is that the challenge is to keep the profitability and, at the same time, keep the luxury standards and not implement the cost-reduction policy that might affect the guest experience in a negative way (Gaturu, Ndivo, and Miricho, 2022).  
[bookmark: _Toc217136443]2. External Environment Analysis: STEEPLED
A STEEPLED analysis is used to determine the larger external forces that have an impact on the performance of the hotel. This model emphasises the impact of macro-environmental forces on the opportunities and challenges of operations in the hospitality industry.
[image: THE IMPORTANCE OF STEEPLED ANALYSIS IN THE BUSINESS | PPT]
[bookmark: _Toc217136398]Figure 1: STEEPLED Analysis
 Source: (www.slideshare.net, 2024)
[bookmark: _Toc217136427]Table 1: STEEPLED Analysis - Shangri-La The Shard, London 
(Source: Author, 2025)
	Factor
	Hospitality-Specific Impact

	Social
	Increasing demand for personalised, experiential luxury and wellness-focused stays (Putrevu  and Mertzanis, 2025). 

	Technological
	Growing reliance on CRM systems, AI-driven personalisation, and digital concierge services (Awasthi, 2022). 

	Economic
	Inflation, rising wages, and reduced discretionary spending are affecting travel behaviour (Bernini and Galli, 2022). 

	Environmental
	Pressure to demonstrate sustainable operations and energy efficiency in luxury hotels (Pereira, Silva, and Dias, 2021). 

	Political/Legal
	UK employment legislation, data protection (GDPR), and health & safety compliance (Ioannou and Dukes, 2021). 

	Ethical
	Expectations around fair labour practices, staff wellbeing, and responsible sourcing

	Demographic
	Shifts toward younger luxury travellers with higher digital and ethical expectations (Shukla et al., 2025). 


This discussion shows that a significant part of the problems faced by the hotel is externally influenced and mostly unpreventable. But the response of Shangri-La The Shard to these pressures will be the ability to hold on to its competitive advantage.
[bookmark: _Toc217136444]3. Internal Performance Analysis: SWOT
SWOT analysis is employed to analyse the internal strengths and weaknesses of the hotel as well as external opportunities and threats, and offer a balanced assessment of the organisational performance (Phadermrod, Crowder, and Wills, 2019)
[bookmark: _Toc217136428]Table 2: SWOT Analysis - Shangri-La The Shard, London 
(Source: Author, 2025)
	Strengths
	Weaknesses

	Iconic location and brand reputation
	High operating and fixed costs

	Premium service standards and facilities
	Service inconsistency during peak periods

	Strong international customer base
	Staff turnover and engagement challenges (Ghani et al., 2022). 



	Opportunities
	Threats

	Technology-enabled personalisation
	Increasing competition in the luxury market (Arifoğlu and Tang, 2023). 

	Sustainability-led differentiation
	Economic uncertainty and inflation

	Enhanced employee value proposition (Rounak and Misra, 2020). 
	Negative online reviews are impacting brand image.


According to the SWOT analysis, although Shangri-La The Shard has excellent strategic resources, internal flaws, especially in workforce stability and delivering services, need to be addressed as a matter of urgency lest competitive positioning is lost.
[bookmark: _Toc217136445]4. Strategic Direction: TOWS Analysis
Based on the findings of the SWOT, a TOWS analysis is implemented to transform the found problems into the strategic options and directions for the future.
[bookmark: _Toc217136429]Table 3: TOWS Analysis - Strategic Options 
(Source: Author, 2025)
	Strategy Type
	Strategic Direction

	SO Strategies
	Leverage brand and technology to enhance personalised luxury experiences.

	WO Strategies
	Address service gaps through structured training and staff engagement initiatives (Shepherd, Endacott, and Quinn, 2022).

	ST Strategies
	Use service excellence and reputation to counter competitive pressures.

	WT Strategies
	Mitigate cost and labour risks through efficiency and retention-focused strategies (Shinde, 2024). 



TOWS shows that the challenges faced by Shangri-La The Shard can be effectively turned into its differentiation opportunities in case the management takes a proactive and integrated strategy.
[bookmark: _Toc217136446]5. Areas of Positive Performance
Any organisational strengths and positive performance areas identified should form a significant part of any consultancy report and should thereby guarantee that any change recommendations are made based on the available strengths instead of compromising on the core competitive strengths. The case of Shangri-La The Shard, London, has a few robust performance areas, which form the basis of future strategic betterment and implementation of change.
The high brand equity, as well as the international recognition, is one of the greatest strengths of the hotel (Martínez and Nishiyama, 2019). The hotel, being a part of the internationally renowned Shangri-La brand, has access to robust brand recognition, reliability and prestige in the high-end hospitality industry. This image is appealing to a luxury-value global customer who identifies the brand with high standards of service, comfort, and exclusiveness. This brand power lowers customer acquisition rates and increases guest loyalty, which is especially beneficial in a market that is quite competitive in the London luxury hotel sector.
Another major area of positive performance in the hotel is the location and physical assets of the hotel. The Shangri-La The Shard is in the tallest building in Europe, The Shard, and provides a unique and unforgettable experience to guests that very few competitors can match. Panoramic views, vertical hotel concept and architecture provide a strong, unique selling proposition which facilitates premium pricing strategies. The hotel amenities, such as luxury guest rooms, fine-dining restaurants, wellness and spa services, and exclusive lounges, remain seen as industry standards, which support its high-end positioning and experience (Vermeil, 2025). 
Moreover, Shangri-La The Shard has a high rating on guest-facing amenities and experiential design. The focus on comfort, design, and individual guest experience is quite in line with modern trends in luxury hospitality (Milosh, 2023). The factors play their roles in satisfaction of the guests, length of stay and general value of money impression. The fact that the hotel has always been able to provide high-quality physical and non-physical features helps in reinforcing the image of the hotel as a destination itself, as opposed to just an accommodation service.
Moreover, the hotel also enjoys the advantage of being aligned to the Shangri-La brand philosophies of service to the world, which focuses on care, hospitality service and emotional involvement with the customer. This philosophy is very strong as it creates a strong cultural platform that assists in the service and relationship of the guest (Xiang, Zhang, and Qiao, 2022). Notably, it is also a good test ground to initiate change efforts because employees are already used to the principles of service excellence and brand-led standards of behaviour.
[bookmark: _Toc217136447]6. Summary of Analysis
Overall, it can be concluded that the challenges that the Shangri-La The Shard, London, encounters are not the result of the absence of strategy or ineffective brand positioning, but rather the effect of the sheer complexity of a luxury hotel being in a highly competitive and unstable external environment. The results show that the areas of concern, including the lack of consistency in service delivery, workforce engagement and retention pressures, and the rising level of operational expenses, all have an impact on the level of guest satisfaction, online reputation, and overall financial performance.
The systematic assessment of these challenges has been made possible through the application of the structured consultancy frameworks. The STEEPLED analysis reveals that macro-environmental forces such as economic pressures, technological changes, and changing social and ethical expectations in the luxury hospitality industry are a major consideration in the industry. Meanwhile, the SWOT analysis will give an understanding of the internal strengths of the hotel, as well as the weaknesses that the management needs to address. Upon this, in the TOWS analysis, the proposed challenges can be strategically transformed into an opportunity to grow by making effective and active decisions.
Overall, this discussion offers a solid frame of evidence on which to give an informed consultancy advice. It provides a definite basis for another part of the report, which offers specific recommendations and the organised change management plans aimed at the improvement of the service quality, the sustainability of the workforce, and the long-term organisational performance.
[bookmark: _Toc217136448]Recommendations and Change Management
This section of the paper provides a series of strategic and consultant-guided recommendations to meet the most important operational and service-related challenges in terms of strategic analysis of the Shangri-La The Shard, London. The suggestions are research-backed, achievable, and specific to the size and location of a luxury hotel that is housed in a historic building. All the recommendations have a clear picture of what is going to change, why it is necessary, how it will be introduced, and by whom. Moreover, the identified change management theories are utilised to make sure that implementation is designed, inclusive, and sustainable.
[bookmark: _Toc217136449]1. Strategic Recommendations (Consultant-Led)
[bookmark: _Toc217136450]Recommendation 1: Luxury Service Consistency Programme
What will change
It will have a structured Luxury Service Consistency Programme to help in the standardisation of service delivery across all the touch points of guests, whilst ensuring the luxury experiences are personalised. This programme will institutionalise standards of service, minimise the fluctuation of the guest experiences, and inculcate a unified perception of the luxury among departments (Shin and Jeong, 2022). 
Why is it needed
The study has revealed service inconsistency to be a severe challenge to guest satisfaction and reputation on the Internet. In the luxury hospitality sector, inconsistency can play a significant role in the destruction of perceived value, since guests require perfection in service to be offered by the hotel, no matter the time of day, employee, or department. This need must be met to maintain brand credibility and promote the number of repeat visits.
How it will be implemented
The programme will entail formulating well-documented standards of luxury service that are in tandem with the global Shangri-La service philosophy. All frontline and supervisory staff will be provided with mandatory service training workshops with the support of role-play scenarios and guest journey mapping. Consistency will be checked with the help of regular service audits, mystery guest reviews, and real-time tools of guest review tools (Singgalen, 2025). Service quality will be integrated into the daily operations with the use of departmental briefings, which will strengthen the expectations.
Who is responsible
General responsibility will rest with the Hotel General Manager, who will be assisted by the Director of Operations, Human Resources, and departmental heads, who will ensure that there is alignment and accountability in the department (Jooss, Burbach, and Ruël, 2021). 
[bookmark: _Toc217136451]Recommendation 2: Staff Engagement and Retention Strategy
What will change
There will be a thorough approach to Staff Engagement and Retention Strategy to enhance the well-being of the employees, their motivation, and their commitment to the organisation (Ashraf and Siddiqui, 2020). This will be a tactic of improving employee value proposition in a competitive luxury service setting.
Why is it needed
Emotion labour demands and high turnover rates were found to be the key factors leading to service inconsistency and increased operational costs (Amissah, Blankson-Stiles-Ocran, and Mensah, 2022). Employees who are engaged can provide outstanding service, show brand loyalty, and establish special connections with guests, and thus, workforce stability is strategically important (Chung and Byrom, 2021). 
How it will be implemented
The plan will incorporate a systematic career development journey, improved recognition programmes, and frequent surveys of staff voice to get employee voice. Wellbeing programmes, including flexible work schedules that are operationally possible, mental health support, and workload monitoring, will be launched. Together with the training of inclusive leadership and employee engagement, line managers will be trained to improve the staff-management relationships (Kadamani, 2025).
Who is responsible
The Human Resources Manager will spearhead this implementation with the help of the Department Managers and the Senior Leadership Team to make sure that there is consistency and cultural alignment.
[bookmark: _Toc217136452]Recommendation 3: AI-Supported Guest Personalisation
What will change
The hotel will use systems of AI-assisted guest personalisation that will be part of the current Customer Relationship Management (CRM) platform. This will increase the potential of pre-empting the preferences of guests, customising services, and decision-making (Wavei, Lo, and Gedecho, 2025). 
Why is it needed
Luxury customers are demanding increasingly personalised, data-driven data and technology-driven seamless experiences (Purcărea, 2025). As it was also noted in the analysis, personalisation, which can be improved, can boost guest satisfaction, loyalty and perceived value, as well as facilitate operational efficiency and revenue maximisation.
How it will be implemented
The hotel will invest in AI-based CRM systems that will be able to analyse the information on guests, stay history, and preferences. Employees will be trained to apply insights ethically (Štilić, Nicić, and Puška, (2023). The individualisation guidelines will be devised to allow technology to complement human interaction. Data security and privacy policies will be fully applied.
Who is responsible
Implementation will be supervised by the IT Manager, who will also report to the Executive Committee together with the Marketing, Front Office and Data Protection Officers.
2. [bookmark: _Toc217136453]Change Management Approach
The effectiveness of the proposed strategic recommendations in the organisation of change management at Shangri-La The Shard, London, is essential towards success. Change processes in luxury hospitality settings tend to touch on deeply-rooted service rituals, staff behaviours and cultural anticipations (Pop and Wallin, 2025). Consequently, the improperly handled change can cause resistance, demotivation, and service disruption. Such risks are minimised, and sustainable outcomes are achieved by using the Lewin Change Model and Kotter 8-step Model as complementary models and facilitating the transition process in a structured and inclusive form.
Application of Lewin’s Change Model
[image: ]
[bookmark: _Toc217136399]Figure 2: Lewin’s Change Model 
Source: (www.azorpay.com, 2023)
The Change Model, as proposed by Lewin, is a simple yet effective three-stage model that is especially applicable in service-based organisations where behavioural change is the key area of performance enhancement (Sharma, 2025). 
Unfreeze
The unfreezing is the stage that entails getting the organisation ready and the employees ready to embrace the change by challenging the current behaviours and attitudes (Adam, 2022). This step at Shangri-La The Shard will be associated with a clear delivery of the reasoning behind change based on objective data obtained through the feedback of guests, online reviews of the hotel, staff engagement surveys, service consistency scores and staff turnover rates. Evidence-based insights can be presented, which will help to decrease the level of uncertainty and make employees realise why change is needed and why it is not arbitrary and forced.
Engagement of the staff will be done through staff engagement sessions and departmental briefings, where the employees are encouraged to communicate freely and raise their grievances, and also ask questions (Chanana and Sangeeta, 2021). This form of participation is especially essential when a hotel is luxury, and workers tend to have a sense of pride in the practices developed through the years of service. The obstacle of resistance can be minimised by engaging the staff in the decision-making process at an early stage and creating a psychological preparedness to change.
Change
Change stage is the actual stage where new processes, systems and behaviours are implemented (Weinstein, Sandman, and Blalock, 2020). This will be through the implementation of luxury service consistency training programmes, staff engagement programs, and AI-assisted guest personalisation solutions at Shangri-La The Shard. The changes will be implemented progressively to ensure that the employees will not be overwhelmed, but the continuity of services will be maintained.
The role of managers and supervisors will be to become change champions, who will offer direction, resolve issues and reinforce desired behaviours daily basis (Mansaray, 2019). The continuous training, coaching, and support resources will make the employees feel comfortable with learning new methods of working. Notably, the responses of the staff will be monitored closely by the management during this stage so that some modifications can be made in cases of resistance or difficulties in operations.
Refreeze
The refreezing phase aims at entrenching new behaviours in the organisational culture so as to make it sustainable in the long run. The practices that are successful in Shangri-La The Shard will be formalised by using updated standard operating procedures, performance appraisal systems and continuous training programmes. Desired service behaviours and employee engagement outcomes will be matched with recognition and reward mechanisms that will strengthen change commitment (Liu et al., 2022). 
The institutionalisation of new practices will help the hotel to avoid the risks of going back to the old practices and ensure that the improvement will be a part of the processes and not a one-time project.
Application of Kotter’s 8-Step Model
[image: ]
[bookmark: _Toc217136400]Figure 3: Kotter's 8-Step Model 
Source: (www.getlucidity.com, 2021)
The 8-Step Model by Kotter is more comprehensive in terms of guiding the management of change on a large scale in an organisation and is highly useful in intricate hospitality settings (Trawick and Carraher, 2023).
To start with, a sense of urgency will be created through effective communication, which will entail performance gaps and competitive pressures in the luxury hotel market of hotels in London (Equenot, 2024). Second, a leading coalition of senior leaders, department heads and key front-line managers will be established to spearhead the change agenda.
This will be followed by a clear change vision, which will clarify how consistency in the delivery of services, employee engagement, and technology-enabled personalisation will make the company successful in the long term. Such a vision will be promoted over time and on various platforms, so that there is alignment at any given organisational level. The barriers will be eliminated by equipping employees to act through the lack of knowledge (training) or responsibility.
As a motivator, short-term victories, like the increase in guest satisfaction rates or smaller team turnover, should be shared and celebrated (Dauda, 2024). The continuous improvement initiatives will be the sustaining force and, ultimately, changes will be embedded in the organisational culture by linking them to the global service philosophy of the Shangri-La brand.
Managing Staff Resistance
The need to resist change is a normal thing, especially in the high-pressure luxury service settings where employees might become terrified of additional workload or even loss of autonomy (Ford and Sturman, 2025). The resistance at Shangri-La The Shard will be addressed with the help of clear communication, engagement of the personnel in the decision-making process, and observable leadership. Comforters, communication of false beliefs and delivery of real advantages to the employees will be important in establishing credibility and approval (Mulenga, 2021). 
Communication Strategies
The whole change process will be based on effective communication. It will also embrace a multi-channel approach to communication that consists of team briefing, electronic communication tools, internal newsletters, and formal feedback forums (Costa, 2022). Communication will be focused on clarity, continuity, and two-sided communication and make sure that the employees feel informed and heard during the change journey (Kütük, 2024). 
Leadership Involvement
Effective implementation of changes requires the involvement of the leadership (Ford, Ford, and Polin, 2021). The top management at Shangri-La The Shard will be able to emulate the desired behaviours, show visible commitment and be active in communication and engagement efforts. Leadership visibility will also strengthen credibility and be an indicator of the strategic significance of the change initiatives (Hafez, 2022). 
[bookmark: _Toc217136454]3. Cost and Performance Measurement.
Estimated Costs (Indicative)
The introduction of the recommendations provided will involve monetary investment, which is feasible and corresponds to the size and income pattern of a posh London hotel. Estimated costs include:
· Luxury service training programme: £80,000–£100,000
· Staff engagement and wellbeing initiatives: £60,000–£80,000
· AI-supported CRM and personalisation systems: £120,000–£150,000
These investments are to be considered as long-term strategic investments targeting to protect brand value, provide increased loyalty of guests, and operational efficiency.
Key Performance Indicators (KPIs):
A set of quantitative and qualitative KPIs will be followed to evaluate the success of the change initiatives:
· The satisfaction of the guests is expressed by online reviews and in-house surveys.
· Turnover of staff on a monthly and annual basis.
· RevPAR to measure financial performance (Remy, Boo, and Tee, 2023). 
· Audit scores service consistency.
· The results of the survey of employee engagement.
The performance data will be discussed quarterly, which will allow the management to find trends, solve the emerging problems, and adjust the strategies where refinement will be required.
[bookmark: _Toc217136455]4. Summary of Recommendations
To conclude, the suggested recommendations and change management strategies provide a holistic and long-term solution to the operational issues that Shangri-La The Shard, London, encounters. Within the context of solidifying service consistency, engaging the workforce better, and using personalisation driven by technology, the hotel can defend its luxury positioning and increase its operational efficiency and financial performance (Das, 2023). With the aid of well-organised change management models and strong performance measurement, the strategies will ensure a clear way through which the organisation can succeed in the long term in the highly competitive luxury hospitality market (Otto, 2025). 
[bookmark: _Toc217136456]Action Plan
An action plan forms an important part of a consultancy report, as it will convert strategic recommendations into an action plan that the senior management can implement in a realistic way. In the case of Shangri-La The Shard, London, the action plan is aimed at resolving the main operational problems detected in the analysis section, especially the lack of consistency in the delivery of services to the guests, the problem of workforce engagement, and the insufficient use of guest data to personalise (Ahmad, 2024). The plan has articulated specifics of action, anticipated results, roles, schedules, and cost indications to help organise the implementation and accountability.
Service delivery gaps take priority, which has been identified to have a direct impact on the scores of guest satisfaction, online reputation and repeat visitation (Singgalen, 2025). To mitigate this, a well-organised luxury service retraining programme will be introduced. This project aims to strengthen the standards of brand service, emotional intelligence, and consistency throughout all the guest touchpoints. The intended effects are the increase in the satisfaction rating among the guests, a decrease in the number of complaints connected with the services, and the close relationship to the promise of the Shangri-La brand (Setia, Ronald, and Amelia, 2021). 
The second action area focuses on employee engagement and retention, which is critical in maintaining the quality of luxury service. There is a discontinuity of services due to high turnover and high costs of recruitment and training (Timsina, 2024). The proposed changes to wellbeing programs, career advancement opportunities, and frequent feedback tools will be used to enhance employee morale, lower turnover, and reinforce organisational culture. The increased employee involvement should positively impact the quality of service and guest experience through the knock-on effect.
The third action area is concentrated on the personalisation of guests, which is enabled by technology. Using the AI-based CRM systems, the hotel will be able to recognise the preferences of the guests, personalise services, and maximise revenue opportunities (Talukder, Kabir, and Jibon, 2025). This project will lead to better guest loyalty, higher average per guest, and higher Revenue per Available Room (RevPAR), without causing ethical data use or violating data protection laws.
Every action has been allotted a practical timeline and estimated cost, in accordance with the size and revenue base of a luxury hotel in London. Notably, the action plan promotes gradual execution to reduce the interference of the operations and to ensure the effective entrenching of changes. The advancement in every action will be measured quarterly based on set KPIs, enabling the management to assess the results and make qualified decisions where needed (Aithal and Aithal, 2023). 
Overall, this action plan gives Shangri-La The Shard a definite, organised, and quantifiable roadmap to the implementation of consultancy recommendations to ensure that the strategic intentions are transformed into objective improvement of performance.
[bookmark: _Toc217136430]Table 4: Action Plan for Shangri-La The Shard, London
(Source: Author, 2025)
	Problem
	Action
	Desired Outcome
	Timeline
	Estimated Cost

	Service delivery gaps
	Implement a structured luxury service retraining programme
	Improved guest satisfaction scores and service consistency
	6 months
	£90,000

	High staff turnover and low engagement
	Introduce staff wellbeing, recognition, and career development initiatives
	Reduced turnover and higher employee engagement
	9 months
	£70,000

	Limited guest personalisation
	Implement AI-supported CRM and personalisation tools
	Enhanced guest loyalty and higher RevPAR
	12 months
	£140,000

	Inconsistent performance monitoring
	Introduce service audits and KPI tracking systems
	Improved performance visibility and accountability
	6 months
	£40,000

	Change adoption risks
	Leadership-led communication and change support programme
	Reduced resistance and sustained change adoption
	Ongoing
	£30,000





[bookmark: _Toc217136457]Conclusion
In the present consultancy report, the operational and strategic performance of Shangri-La The Shard, London, has been thoroughly assessed with a view to determining the main challenges and coming up with realistic, evidence-based recommendations to help the organisation maintain its excellence in luxury hospitality services. The discussion has demonstrated that, although the hotel has enjoyed high brand equity, a unique location, and high-quality facilities, it encounters several related operational issues. These encompass inconsistencies in service delivery, workforce engagement and retention pressures, and an increase in operational costs that could affect the guest satisfaction, brand perception, and financial results should they not be addressed.
The consultancy intervention has proven to be very strategic in that it has made use of structured analytical models such as STEEPLED, SWOT, and TOWS to diagnose the external and internal environment that affects the performance of the hotel. These were tools that allowed giving a balanced evaluation that not only pointed to the areas where improvements are needed but also identified existing strengths and competitive advantages of the hotel. The consultancy method, which transforms analytical findings into specific suggestions, ensured that the strategies proposed were in line with the luxury positioning of the hotel and operational realities.
The cheques outlined in the report are aimed at the improvement of service consistency, employee engagement and retention as well as the exploitation of technology to provide a personalised experience to guests. The strategies will be practical, measurable, and sustainable with the help of solid change management frameworks and an action plan. In the long term, the implementation will be successful, resulting in tangible benefits, such as increased customer satisfaction and loyalty, decreased staff turnover, improved operational performance, and improved financial performance. All these will contribute to the reputation of Shangri-La The Shard as a standard of luxury hospitality in the competitive London market.
To sum up, this consultancy engagement gives Shangri-La The Shard, London, a clear strategic roadmap to tackle the existing challenges and leverage the existing strengths. The consultancy team would like to thank the management and the staff of the Shangri-La The Shard for the chance to cooperate with them in this project. Hopefully, the information and suggestions given will aid in making decisions based on the knowledge and achieving further success and greatness of the hotel in the future.
[bookmark: _Toc217136458]References
Adam, N.A., (2022). Employees’ innovative work behavior and change management phases in government institutions: The mediating role of knowledge sharing. Administrative Sciences, 12(1), p.28.
Ahmad, A.A., (2024). Corporate Governance and Its Determinants: A Study on Shangri-La Hotel (Malaysia) Berhad. Available at SSRN 4694743.
Aithal, P.S. and Aithal, S., (2023). Key performance indicators (KPI) for researchers at different levels & strategies to achieve it. International Journal of Management, Technology, and Social Sciences (IJMTS), 8(3), pp.294-325.
Amissah, E.F., Blankson-Stiles-Ocran, S. and Mensah, I., (2022). Emotional labour, emotional exhaustion and job satisfaction in the hospitality industry. Journal of Hospitality and Tourism insights, 5(5), pp.805-821.
Arifoğlu, K. and Tang, C.S., (2023). Luxury brand licensing: Competition and reference group effects. Production and Operations Management, 32(10), pp.3227-3245.
Ashraf, T. and Siddiqui, D.A., (2020). The impact of employee engagement on employee retention: the role of psychological capital, control at work, general well-being, and job satisfaction (Vol. 20, No. 3, pp. 1-24). SSRN.
Awasthi, P., (2022). Revolutionizing the Hospitality and Tourism Industry through AI-Powered personalization: A Comprehensive Review of AI Integration, Impact on Customer Experience. International Journal of Leading Research Publication, 3(1), pp.1-12.
Baum, T., Rubio, J.C., Congreve, E., Alberti, G., Clifton, N., Guthrie, J., Hetherington, G., Ladkin, A., Nickson, D. and Simpson, B., (2023). ReWAGE Evidence Paper: Work, wages and employment in the UK’s hospitality sector.
Bernini, C. and Galli, F., (2022). How much does satisfaction affect tourism expenditure during and post recessions?. Current Issues in Tourism, 25(6), pp.937-954.
Bordo, M.D. and Levy, M.D., (2021). Do enlarged fiscal deficits cause inflation? The historical record. Economic Affairs, 41(1), pp.59-83.
Campos, A.C. and Almeida, S., (2022). Unique stories for unique brands: appealing to the hotel guest experience through digital storytelling. In Handbook on the Tourist Experience (pp. 73-84). Edward Elgar Publishing.
Chanana, N. and Sangeeta, (2021). Employee engagement practices during COVID‐19 lockdown. Journal of public affairs, 21(4), p.e2508.
Chivandi, A., Samuel, O. and Muchie, M., (2020). The effect of online travel agencies (OTA) on brand relationships in low and high-end hotels in South Africa. GeoJournal of Tourism and Geosites, 31(3), pp.951-957.
Chung, S.Y. and Byrom, J., (2021). Co-creating consistent brand identity with employees in the hotel industry. Journal of Product & Brand Management, 30(1), pp.74-89.
Costa, C.F.P.S., (2022). Designing a New Service Concept for an Integrated Marketing Communication Platform (Master's thesis, Universidade do Porto (Portugal)).
Das, M.P., (2023). Technology and Guest experience: innovations reshaping hotel management. International Journal for Multidimensional Research Perspectives, 1(3), pp.76-95.
Dauda, A.O., (2024). Staff turnover and Retention in Hospitality Industry.
Equenot, T., (2024). Change management dynamics applied to the fast-evolving luxury hotel industry (Master's thesis, T. Equenot).
Ford, J., Ford, L. and Polin, B., (2021). Leadership in the implementation of change: Functions, sources, and requisite variety. Journal of Change Management, 21(1), pp.87-119.
Ford, R.C. and Sturman, M.C. (2025). Managing hospitality organizations : achieving excellence in the guest experience. Third edition / Robert C. Ford, Michael C. Sturman. Thousand Oaks: Sage. 
Gaturu, S., Ndivo, R.M. and Miricho, M., (2022). Cost reduction strategies and guest satisfaction among hotels in the coast region of Kenya.
Ghani, B., Zada, M., Memon, K.R., Ullah, R., Khattak, A., Han, H., Ariza-Montes, A. and Araya-Castillo, L., (2022). Challenges and strategies for employee retention in the hospitality industry: A review. Sustainability, 14(5), p.2885.
Goh, E. and Baum, T., (2021). Job perceptions of Generation Z hotel employees towards working in Covid-19 quarantine hotels: the role of meaningful work. International Journal of Contemporary Hospitality Management, 33(5), pp.1688-1710.
Hafez, M., (2022). Strategic change leadership: Aligning team efforts with organizational goals for sustainable change. Available at SSRN 4802280.
Honeycutt, J., (2022). Strategies for Optimizing Employee Engagement in Luxury Hotels. Walden University.
Ioannou, G. and Dukes, R., (2021). Anything goes? Exploring the limits of employment law in UK hospitality and catering. Industrial Relations Journal, 52(3), pp.255-269.
Jooss, S., Burbach, R. and Ruël, H., (2021). Examining talent pools as a core talent management practice in multinational corporations. The International Journal of Human Resource Management, 32(11), pp.2321-2352.
Kadamani, C., (2025). Leadership Behaviours and the Perception of Support for Wellness Among Front-Line Healthcare Providers in Long-Term Care: A Post-Pandemic Recovery Effort (Doctoral dissertation, Université d'Ottawa/University of Ottawa).
Kütük, M., (2024). Role of communication during change initiatives: case study in a financial institution’s customer service.
Liu, X., Yu, J., Guo, Q. and Li, J., (2022). Employee engagement, its antecedents and effects on business performance in hospitality industry: a multilevel analysis. International Journal of Contemporary Hospitality Management, 34(12), pp.4631-4652.
Mansaray, H.E., (2019). The role of leadership style in organisational change management: a literature review. Journal of Human Resource Management, 7(1), pp.18-31.
Martínez, P. and Nishiyama, N., (2019). Enhancing customer-based brand equity through CSR in the hospitality sector. International Journal of Hospitality & Tourism Administration, 20(3), pp.329-353.
Milosh, P., (2023). Evolving Preferences: Understanding Contemporary Luxury Hotel Guests.
Muchiri, C.T., (2022). Effects of work stress on service delivery, productivity, service quality and corporate image in Kenya Disciplined Services. Reviewed Journal International of Business Management, 3(1), pp.38-52.
Mulenga, N., (2021). Developing a communication reputation risk management framework for Mopani Copper Mines Plc: applying a functional pragmatic approach (Doctoral dissertation, The University of Zambia).
Murray, W.C. and Holmes, M.R., (2021). Impacts of employee empowerment and organizational commitment on workforce sustainability. Sustainability, 13(6), p.3163.
Ning, Y., (2021), December. Research on the Development Path of Wuhan International Brand Hotel Based on the Interpretive Structure Model Method. In Proceedings of the 2021 4th International Conference on E-Business, Information Management and Computer Science (pp. 435-443).
Nwafor, S., (2023). The impact of labour turnover on organisational integrity, management stability, image building, employee’s confidence, and job performance. African Journal of Management and Business Research, 11(1), pp.284-293.
Otto, E.R., (2025). Towards a Framework for Productivity Management Employed in a Complex Hospitality Resort (Doctoral dissertation, Stellenbosch: Stellenbosch University).
Pereira, V., Silva, G.M. and Dias, Á., (2021). Sustainability practices in hospitality: Case study of a luxury hotel in Arrábida Natural Park. Sustainability, 13(6), p.3164.
Phadermrod, B., Crowder, R.M. and Wills, G.B., (2019). Importance-performance analysis based SWOT analysis. International journal of information management, 44, pp.194-203.
Pop, E.M. and Wallin, C., (2025). Reframing Organizational Culture as a Marketing Asset in Hospitality through a Service-Dominant Logic Lens.
Purcărea, T.V., Ionescu, Ş.A., Purcărea, I.M., Purcărea, I. and Ionescu, A.G., (2025). The Tech-Enabled Shopper Impacting a Phygital Retail Complex System Stimulated by Adaptive Retailers’ Valorization of an Increasingly Complex E-Commerce. Systems, 13.
Putrevu, D.J. and Mertzanis, C., (2025). The Rise of the Wellness Business Sector: A Systematic Literature Review. Available at SSRN 5190935.
Remy, D., Boo, H.C. and Tee, S., (2023). From traditional to new hotel revenue management metrics: An exploratory study on the potential of NRevPAR and RevPAC. Tourism and hospitality management, 29(2), pp.221-233.
Rounak, S. and Misra, R.K., (2020). Employee value proposition: an analysis of organizational factors–the way to enhance value perception. Development and Learning in Organizations: An International Journal, 34(6), pp.9-12.
Setia, L.C., Ronald, R. and Amelia, A., (2021). Analysis of the Effect of Service Quality Dimensions on Customer Loyalty through Perceived Value, Image, Consumption Emotion and Customer Satisfaction on Shangri-La Hotel Customers in Surabaya: English. Jurnal Nusantara Aplikasi Manajemen Bisnis, 6(2), pp.307-320.
Sharma, A., (2025). Measuring and Managing Change: A Critical Review of Frameworks, Roles, and Success Metrics in Organizational Change Efforts.
Shepherd, M., Endacott, R. and Quinn, H., (2022). Bridging the gap between research and clinical care: strategies to increase staff awareness and engagement in clinical research. Journal of Research in Nursing, 27(1-2), pp.168-181.
Shin, H.H. and Jeong, M., (2022). Redefining luxury service with technology implementation: the impact of technology on guest satisfaction and loyalty in a luxury hotel. International Journal of Contemporary Hospitality Management, 34(4), pp.1491-1514.
Shinde, S., (2024). Beyond Compensation: A Holistic Approach to Employee Retention in the Era of Remote Work and Technological Change. Research Review Journal of Social Science, 4(2), pp.82-92.
Shukla, P., Rosendo‐Rios, V., Dubois, D., Valette‐Florence, P. and Stathopoulou, A., (2025). Luxury: Where Next?. Psychology & Marketing.
Singgalen, Y.A., (2025). Uncovering Service Gaps in Hospitality: A Thematic Analysis of Guest Reviews for Service Quality Improvement. Journal of Business and Economics Research (JBE), 6(1), pp.105-117.
Singh, A.B., Mishra, Y. and Yadav, S., (2024). Toward Sustainability: Interventions for Implementing Energy-Efficient Systems into Hotel Buildings. Engineering Proceedings, 67(1), p.80.
Štilić, A., Nicić, M. and Puška, A., (2023). Check-in to the future: Exploring the impact of contemporary information technologies and artificial intelligence on the hotel industry. Turističko poslovanje, (31).
Talukder, M.B., Kabir, F. and Jibon, F.A., (2025). AI-Driven personalized room management in the modern hotel industry. In AI technologies for personalized and sustainable tourism (pp. 59-82). IGI Global.
Timsina, S., (2024). Employee Turnover and Engagement Programs for Retention.
Trawick, S. and Carraher, T., (2023). Contextualising Kotter’s 8-step model to a sustainable digital transformation: A qualitative study from the perspective of organisational change.
Tsiotsou, R.H., (2022). Identifying value-creating aspects in luxury hotel services via third-party online reviews: a cross-cultural study. International Journal of Retail & Distribution Management, 50(2), pp.183-205.
Vermeil, A.M.D.A., (2025). Art and design innovation in the luxury hospitality business.
Viskovic, K., (2024), May. FROM TRADITIONAL TO SUSTAINABLE SERVICE QUALITY: IDENTIFICATION OF TRENDS IN THE HOTEL INDUSTRY. In Economic and Social Development (Book of Proceedings), 111th International Scientific Conference on Economic and Social Development (p. 80).
Wavei, E. B., Lo, A., and Gedecho, E. K. (2025). Understanding Frontline Employees’ Knowledge Management in Key Aspects of Customer Relationship Management: Insights from Contemporary Hotels. International Journal of Hospitality & Tourism Administration, 1-29. 
Weinstein, N.D., Sandman, P.M. and Blalock, S.J., (2020). The precaution adoption process model. The Wiley encyclopedia of health psychology, pp.495-506.
Werner, A. and Stephens, S., (2024). The real Living Wage in the London hospitality sector: opportunities and challenges.
Wu, S.H. and Gao, Y., (2019). Understanding emotional customer experience and co-creation behaviours in luxury hotels. International Journal of Contemporary Hospitality Management, 31(11), pp.4247-4275.
Xiang, K., Zhang, H. and Qiao, G., (2022). How to create interactive rituals: Key factors and strategic configurations for host-guest interaction in boutique hotels. Journal of Hospitality and Tourism Management, 52, pp.428-438.
2

image2.png




image3.png




image1.jpeg
STEEPLED ANALYSIS





