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[bookmark: _Toc201130667]Executive Summary
Britannia Nottingham Hotel is a well-established and centrally situated budget hotel in Nottingham that has experienced a remarkable deterioration in its credibility and satisfaction levels of the clients. Even though the hotel provides low-priced rooms and boasts an established brand name, there are constant challenges over cleanliness, customer service, and infrastructure quality (all of which have had a direct relationship to low occupancy, poor reviews, and lack of profitability).
In this report commissioned by the Insight Hospitality Consultants, these challenges are probed using strategic instruments such as the STEEPLED, SWOT and TOWS models (Johnson, 2005). The perceived prestige and analytical depth of consultancy firms can heavily influence client trust and project uptake (McKenna, 2006). The findings are based on guest feedback, operational reviews, and academic as well as industry research to come up with an intensity-based improvement plan that would restore the hotel to its glory in an even competitive yet commercial hospitality business environment (Turk, 2025).
Key Findings:
The worst problem is a low level of hygiene and cleanliness. The review of guests repeatedly mentions dirty rooms, carpet stains, mould and odours, marking a serious breakdown in clean-up procedures (Hayes, Ninemeier and Miller, 2016). Worn-out furniture and obsolete fixtures further complicate the problems and are rather challenging to clean (Musgrove, Raleigh and Singh, 2016). Besides reputation destruction, such circumstances also regulated and health hazards, hence remedial action is necessary as soon as possible.
The second point of great concern is poor customer service. According to the guests, they face untrained and unsympathetic employees, and they cannot fix the problems with booking a hotel and complaints (Berners and Martin, 2022). Not only does this exacerbate the experiences of the guests, but it also makes the staff unhappy, resulting in increased turnover. This general dissatisfaction is caused by the lack of training, managerial control, and service consistency (Debasish and Dipa, 2019).
The third underlying problem is the ageing infrastructure and facilities. Defective lifts, faulty heating, malfunctioning fixtures, and issues of safety, such as non-working locks and low lighting, have all caused the hotel to become awkward and even a risk to visitors (Parzych and Brkić-Vejmelka, 2020). Such issues are related to insufficient investment in maintenance and a short-term perspective on reducing costs instead of improving in a long-term perspective (Baran and Galka, 2016).
These weaknesses are worsened by external factors. Although it is an economically favourable choice, the contract to house the asylum seekers has tarnished the image of the hotel and discouraged some types of customers (JH, 2021). In the meantime, a rise in prices, labour scarcity, and stricter health safety guidelines serve as further challenges to the capacity of the hotel to provide service at a decent quality and with a reasonable budget (Alemayehu, Tveteras and Kumbhakar, 2021).
Strategic Frameworks and Proposals
The STEEPLED Analysis indicates a meeting point between technological lag, social stigma, and regulatory threats and internal gaps in operations. SWOT Analysis proves that the strengths of the hotel (its central location, low prices) are now under the impact of significant weaknesses and external threats. These insights are then translated into effective actions by the TOWS Matrix, as illustrated with such ideas as aligning the affordability of the hotel and promising its visitors at least the basic degree of hygiene and comfort and rolling out a digital reputation rehabilitation campaign after the renovation work has been done.
The following three-pronged strategy is proposed to enhance operations and guest experience:
1. Housekeeping and Hygiene Reform
· Employer contribution: £12,000 (30% of £40,000 budget)
· Focus: Investment in advanced equipment (e.g., UV cleaners), staff training, and optimal staffing levels
· Objectives: Consistent cleanliness, regulatory compliance, and improved guest reviews
2. Customer Service Enhancement
· Allocated budget: £20,000
· Focus: Communication training, complaint resolution workshops, and strengthened leadership accountability
· Objectives: Higher guest retention, better customer relations, and improved staff morale
3. Infrastructure and Facilities Modernisation
· Allocated budget: £400,000
· Approach: Phased renovations starting with safety upgrades (elevators, fire alarms), followed by guestroom updates and sustainability measures
· Objectives: Enhanced guest comfort and safety, full regulatory compliance, and competitive market positioning
Change Management Method
The report suggests that, based on Kotter 8-step model, it is necessary to generate a sense of urgency among stakeholders, employees need to be empowered both by educational activities and resources, and new behaviours should be inculcated into the culture of the hotel such as day-to-day cleanliness assessments and service scripts (Kotter, 2012). In the meantime, the McKinsey 7S Framework helps align the major determinants of the organisation, like systems, skills, structure, and shared values (Baran and Galka, 2016).
Measuring Success
The indicators to be used in determining success will be qualitative and quantitative indicators:
•	Rating of guests on cleanliness, service and comfort.
•	Criteria of housekeeping audit outcomes and timelines in responding to complaints.
•	ADR, occupancy rate and RevPAR.
•	Staff interest rates and retention rates.
•	The results of the compliance audit.
Performance will be checked through departmental meetings to bring accountability and rectification.
Expected Outcomes
In case properly laid down, this strategy will lead to:
· An increased rating of online reviews and the loyalty of guests.
· Greater returns because of increased perceived value.
· Minimised the costs of legal and maintenance through preventive measures.
· A better motivated workforce and a people-friendly culture of services.
· Better adherence to the regulatory and ethical requirements.
· A renewed image of the brand that can resist competition in the market.
The Britannia Nottingham hotel is presently in a critical situation. Failure to act will further decrease its situation. Nonetheless, based on strategic plans and best industry practices, the hotel can reverse its fate through a strategic capital investment of about 460,000. Even a low-end hotel needs to offer clean, safe, and polite service; it is the bare minimum expected by today's guests. Reaching that criterion is no longer a competitive issue but rather a survival basic.


[bookmark: _Toc201130668]Introduction
The purpose of this report is to thoroughly examine and advise The Britannia Nottingham Hotel, which faces challenges in its role as a well-known hospitality business in Nottingham, United Kingdom. For quite a few decades, this hotel, which is part of the Britannia Hotels, has been offering guests affordable rooms to suit leisure and business travellers (Britannia Hotels, 2024). Yet, despite being centrally located and affordable, the hotel has encountered many major challenges in its daily operations, which resulted in its reputation being slandered, fewer satisfied guests and worse financial health.
Not all its amenities are up to date, and the Britannia Nottingham Hotel is considered an ageing establishment. The 300 guest rooms available at the hotel are older, and many of them are due for some refurbishment (Britannia Hotels, 2024). Because the hotel is a budget property, the rooms are small and do not have many extra amenities. The reviews and comments from recent guests have often mentioned problems with cleanliness, how the staff treats guests, safety measures and the upkeep of facilities. Because these problems have not been fixed, many guests feel dissatisfied, and the hotel’s image has suffered. Poor reviews, discussions and fewer guests are signs that these problems are serious.
In response to the urgent matters, the firm, Insight Hospitality Consultants, has been asked to study The Britannia Nottingham Hotel and suggest how it can improve. Insight Hospitality Consultants helps hotels and hospitality businesses handle problems related to operations, strategy and reputation. The firm's knowledge covers market research, checking how things are done, enhancements to customer service and supporting organisational change. By being methodical and using data, we want to help the hotel get past its challenges and return to a competitive level.
The main goal of this report is to build an understanding of key issues for the hotel and how to improve through a lasting strategy. Considering the different challenges involved, the report will make use of well-known frameworks and analysis to give a clear explanation of factors affecting the hotel’s performance, both from inside and outside the hotel.
Among the primary frameworks to be utilised are:
STEEPLED Analysis: This tool will help analyse Social, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic factors that can affect the hotel’s day-to-day operations (PESTLE Analysis, 2020). It is important to learn about these factors to see both opportunities and threats outside the hotel’s control that can affect hotel strategies.
SWOT Analysis: Using the SWOT Analysis, comparing Strengths, Weaknesses, Opportunities and Threats from inside and outside the hotel allows the hotel to see its status (Panteleiev, 2023). It helps the hotel understand which issues are most important and decide on actions to use their strengths or minimise risks.
TOWS Matrix: After the SWOT analysis, TOWS analysis pairs what the organisation has with the conditions it faces. The strategy helps develop real solutions that allow companies to take advantage of difficulties and improve themselves (Wallbridge, 2022).
All these frameworks create a reliable base to help understand what The Britannia Nottingham Hotel must manage. These models help identify operational gaps and provide a strategic foundation for organisational renewal in hospitality (Whittington et al., 2020).
All in all, this report acts as a guide, offering the management a clear picture of current challenges and solid steps for improvement. The report is created by following known frameworks, using guest opinions and reviewing the business’s operations to help transform the hotel, increase guest satisfaction and protect its financial future in a competitive hospitality industry.
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The Britannia Nottingham Hotel is coping with serious operational and reputation problems that are affecting both its revenue and the satisfaction of its customers. Although it is convenient and relatively inexpensive, lots of guests continue to mention problems with cleanliness, customer care, the building, security and handling of bookings. This analysis part looks at what led to these issues, the harm done to the hotel’s reputation and income and the influence of broader outside events. The analysis ends with the presentation of strategic frameworks (STEEPLED, SWOT and TOWS), which suggest where to improve in the future.
[bookmark: _Toc201130670]Identified Issues and Their Impact
1. Cleanliness and Hygiene Concerns
Most guests at The Britannia Nottingham Hotel regularly mention that the rooms and facilities are very dirty. A lot of guests comment on rooms full of dirt, stains on the carpets, unsanitary bathrooms with bodily fluid traces, visible mould, and an unpleasant mix of cigarette smoke and cannabis smells. Such conditions cause guests to have a very uncomfortable experience and put their health at risk (Hayes, Ninemeier and Miller, 2016).
Such hygiene failures have a strong effect. Dirty or unclean areas in a hotel lead to negative feedback on sites people use to plan their travel (Batabyal and Das, 2022). The risk of contamination and being uncomfortable can stop people from booking travel rooms. What’s more, the hotel might face fines or be required to close its doors following checks by health and safety inspectors. These views discourage guests from supporting the institution, making few people recommend it, which leads to fewer guests and less revenue (Fitzgibbon, 2021).
Most of the cleanliness problems are caused by not having enough resources and oversight for housekeeping. Both cleaners and the hotel’s cleaning equipment seem to lack proper support, and the management is not doing its job well. Ageing infrastructure is a difficulty, as filthy furnishings and fixtures get harder to disinfect when they are worn out (Musgrove, Raleigh and Singh, 2016). Not resolving these problems will cause the hotel to still suffer from a poor reputation and difficulties in how it operates.
2. Customer Service Deficiencies
The poor quality of customer service, as observed by guests, is also a big issue. Several people in reviews believe the staff to be unfriendly, uninterested or not well trained. Many people complain about being treated dismissively, talked down to and not shown empathy (Berners and Martin, 2022). In addition, visitors mention that they have difficulty communicating, mainly when they want to cancel a booking or make a complaint.
A bad customer experience at the hotel affects both how guests see the place and their future visits. Having negative experiences increases employee dissatisfaction linked to problems with cleanliness or the facility, making them think the company is not doing enough to care for its staff (Debasish and Dipa, 2019). Additional money is spent on handling complaints, giving refunds or giving people compensation. Employees probably feel unhappy, which leads to them leaving, and as a result, service continues to decline (Notebooks, 2017).
Online user reviews have a significant influence on potential guests’ hotel booking intentions and perceptions, often shaping overall consumer decision-making (Law, Leung and Wong, 2018).
The main causes are a shortage of full training for workers and managers not supporting them properly. Because of cost-cutting, the company might not have enough staff or could be hiring people with less experience, and the leaders are unable to manage accountability or keep customer service in mind (Tolba, 2020). When these internal matters aren’t solved, guest loyalty and satisfaction will continue to be low.
3. Infrastructure and Facilities Problems
The hotel infrastructure is said to be old, not working properly and sometimes risky for guests. Many people who stay in these places say the elevators break down, the heating is not reliable, the furniture is uncomfortable, some bathroom fixtures are cracked, and the locks on the doors are faulty (Parzych and Brkić-Vejmelka, 2020). The condition of these important systems is not being looked after, which hurts guests.
The issues limit the hotel’s position in a market where customers want at least minimal comfort and safety. They give companies a chance to fail safety inspections, and that can result in fines or problems with the authorities. Furthermore, problems with the hotel’s facilities lower the chance that guests will be satisfied and want to keep coming back (Inghilleri and Solomon, 2022).
Main reasons include a property getting older and not being maintained well, often due to financial constraints or weak capital budgets. It looks like the hotel’s owners prefer cheaper temporary solutions rather than spending on longer projects. If these challenges are not dealt with, the hotel is likely to keep losing customers and suffer from ongoing operational mistakes (Baran and Galka, 2016).
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	Factor
	Impact/Consideration for Britannia Nottingham Hotel

	Social
	Guests expect high hygiene standards and respectful treatment. Stigma from housing asylum seekers contributes to reputation damage and guest discomfort.

	Technological
	Poor use of online review management, maintenance tracking systems, and training platforms limits the ability to address guest complaints and upkeep.

	Economic
	Inflation and budget pressures reduce funds for essential cleaning, staffing, and facility upgrades, worsening service, and hygiene.

	Environmental
	Ageing infrastructure hinders the ability to implement sustainable cleaning practices and energy-saving systems expected by guests.

	Political
	Government asylum accommodation contracts create backlash, negative publicity, and guest dissatisfaction. Health and safety regulations are tightening.

	Legal
	Exposure to legal action from poor hygiene, unsafe infrastructure (e.g., faulty locks, broken lifts), and mishandling of complaints or refunds.

	Ethical
	Failing to treat guests with dignity, through unsanitary conditions and dismissive service, raises ethical concerns about the duty of care.

	Demographic
	Varied guest backgrounds and needs are not being met due to poor accessibility, ageing infrastructure, and untrained, unsupportive staff.
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	Strengths
	Weaknesses

	- Being in the centre of town with convenient transport
- Low-cost prices attract price-conscious travellers
- Well-established presence and awareness in the low-end market
	- Extreme sanitary and hygiene failure that is discomforting and threatening to health
- Constantly low-quality customer service; inexperienced and poorly equipped employees
- Deteriorating infrastructure (e.g., defective lifts, defective fittings, mould)
- Various risks posed to safety, health, and legal maintenance neglect
- Unreliability in booking and the number of complaints on cancellations

	Opportunities
	Threats

	- Modernisation and deep cleaning of the facilities
- Thorough training of the staff to increase the level of service
- The Internet reputation recovery by transparency and action
- A guest experience can be enhanced through sustainable refurbishments
- Package deals with neighbouring attractions to entice travellers
	- The threat of losing customers to fresh and clean, cost-efficient rivals
- The risk of being fined or closed because of unsuccessful inspections
- Constant citizen reaction to asylum contracts
- Falling profit margins due to inflation and increased costs of maintenance
- Poor working conditions and declining employee morale are leading to high turnover of employees
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	Strategy Type
	Strategy Description

	SO (Strength-Opportunity)
	Leverage central location and brand recognition to attract price-sensitive travellers by launching a campaign after deep-cleaning rooms and renovating key areas; pair with a visible online review recovery strategy.

	WO (Weakness-Opportunity)
	Improve staff training and increase oversight into housekeeping to tackle hygiene complaints; partner with local hospitality training providers and invest in better cleaning equipment and systems.

	ST (Strength-Threat)
	Retain cost competitiveness but tie low prices to essential service guarantees like minimum hygiene levels and prompt service. Prevent legal trouble and poor reviews by proactively addressing safety hazards.

	WT (Weakness-Threat)
	Avoid reputational collapse and closure risk by urgently fixing infrastructure (e.g., locks, lifts), meeting health codes, compensating affected guests appropriately, and creating fast-response complaint procedures.
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The analysis of the strategy of The Britannia Nottingham Hotel has shown the trend of dangerous operations and reputation issues due to a low level of hygiene, bad customer service and aged infrastructure. All these cases have broadly negatively affected the hotel about its appearance in the eyes of the public and customer satisfaction, which are essential elements in hospitality success (Fitzgibbon, 2021; Berners and Martin, 2022).
Cleanliness is one of those issues that is urgent. Many guests posting reviews related to complaints of stained carpets, dirty bathrooms, and mould suggest systematic flaws with the housekeeping process (Hayes, Ninemeier and Miller, 2016). They are compounded by the fact that the furnishings are worn out, and the building is ageing and more difficult to keep and clean properly (Musgrove, Raleigh and Singh, 2016). The problem of poor hygiene is not only a safety hazard but can also cause a decrease in online ratings, which contributes to a decrease in the number of people booking a place to stay (Batabyal and Das, 2022). Furthermore, failure of the health standards can result in the imposition of fines or even closure of the hotel by the regulators (Clifton, 2022).
To add to these physical inadequacies is the ineffective nature of the customer service. Customers often indicate that they feel shocked or offended by poorly trained, unqualified employees (Berners and Martin, 2022; Debasish and Dipa, 2019). This not only negatively affects the customer satisfaction level but also leads to turnover of staff and poor morale, thereby leading to a vicious cycle of poor service delivery. Indeed, one can say that poor management practices are directly correlated with poor performance outcomes in hospitality (Newton, 2010).
Problems with infrastructure also weaken the guest experience. The number of complaints about spoiled lifts, untrustworthy heating, and dangerous locks signifies a high level of neglect of fundamental repairs (Parzych and Brkić-Vejmelka, 2020). These flaws not only reduce comfort but also increase the safety and legal hazards (Binns and Kempf, 2020). The maintenance underinvestment (through cost-cutting as it is proposed by Baran and Galka, 2016) shows that the short-term approach puts all the long-term viability at risk.
These internal weaknesses are added to by the external environment. Although the agreement to accommodate asylum seekers has delivered a positive economic impact on the hotel in the short run, it has created a serious negative publicity about its image since it is stigmatised by society (Tripadvisor, 2021). This case demonstrates that customer perception and brand value could be affected by political and ethical factors, such as a balance between revenue requirements and humane treatment of all guests (Alemar, 2024; Innovative Security, 2025).
The Britannia Nottingham should also make substantial outlays on hygiene level, staff training, and structural improvements to alter these trends (El-Sayed, Abdelkawi and Abed, 2023). The use of digital environments to recover online images should be considered, and sustainable operations, as well as current booking solutions, might re-establish the hotel in the direction of guest demands (Alemar, 2024; Vaishnavi, Reddy and Mahenderker, 2025). In the absence of firm action, existing weaknesses and threats will keep predominating over the possible benefits of the hotel.
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 After properly reviewing what The Britannia Nottingham Hotel is facing, this section presents ideas for strategies that can tackle the main reasons behind the issues (Buttrick, 2009). By following these recommendations, the hotel can improve its operations, services and physical structures, which together help repair the brand’s image, improve what guests think and boost revenues (Burnes, 2014).
Hygiene and Housekeeping Remodel
One of the Britannia Nottingham Hotel should be the improvement of the housekeeping and hygiene standards (TravelGirl26, 2019). Negative reviews by the same guest constantly refer to unsatisfactory cleanliness rates, which is a significant source of damage to the reputation and discourages the target consumer groups from booking a room (Hayes, Ninemeier and Miller, 2016). 
This program is to be launched by internal auditing of existing cleaning procedures to locate certain flaws. Gap analysis based on evidence of needs will aid the management to channel resources where they are required the most (Noordzife, 2014). As an example, high-touch surfaces should be thoroughly sanitised, e.g., doorknobs, remote controls, bathroom fixtures, and more, and the use of more sophisticated equipment, e.g., steam cleaners and UV disinfection systems, can significantly enhance the resulting level of hygiene (Jayanti, 2023). These technologies became the industry standards and provide security to the guests worried about sanitation, particularly in the post-pandemic setting (Alemayehu, Tveteras and Kumbhakar, 2021).
The hotel should also make adequate provision for the right staff and training of the housekeeping employees. The effect of understaffing is that the cleaning work would become hasty, and corners might be cut, and the training is poor, which will ensure that there will be inconsistent cleanliness (Burnes, 2014). Highly engaged onboarding regarding hygiene instructions and cleanliness requirements as per the governmental rules about health and the industry hospitality standards should be conducted for all the employees (Shrestha and Shrestha, 2024). To ensure high performance in the long run, education must be continuous in the form of workshops and refresher courses.
To remind people about standards, provide corrective commentaries, and feedback on the performance of cleanliness tasks should happen through daily inspections given by housekeeping supervisors to senior management (Whittington and Molloy, 2005). An accountability and pride in work quality culture must be cultivated. This may be promoted using performance encouragements or employee recognition rewards (Baron and Armstrong, 2007).
[bookmark: _Toc201130676][bookmark: _Toc200905253]Furthermore, operational decisions can be influenced by visitor comments, which can enhance the result. For instance, digital comment cards or real-time surveys will highlight specific areas of concern and track satisfaction patterns (Mavridopoulou and O'Mahoney, 2020). In addition to improving responsiveness, observing such inputs gives visitors a sense that their thoughts are respected. A clean and well-maintained hotel setting is likely to result in better online performance, making the difference in online reviews a significant consideration when choosing a place to stay (Batabyal and Das, 2022).
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Customer service improvement is the second change pillar. The hotel's poor staff contact, delayed response time, and inability to resolve issues are affecting guest satisfaction (Berners and Martin, 2022). This is a priority because all customer-facing jobs affect brand image.
Staff training reforms customer service. Team members should learn soft skills including empathy, listening, body language, and emotional intelligence (Peng, Zhao, and Mattila, 2015). Dealing with complaints and service failures involves emotional control and protocol. Simulations and role-playing can help workers anticipate and handle tough interactions. Inclusivity and diversity modules will also help the hotel attract vulnerable customers like asylum seekers (JH, 2021). 
Leadership with professional, customer-focused attitudes must lead cultural change. Managers should monitor interactions and provide positive comments, as well as act quickly to correct bad behaviour (Kipping and Clark, 2012). This requires explicit service delivery standards, such as scripts for frequent contacts and complaint management procedures. At every point of service, consistency is stressed, which promotes brand safety and removes the risk of a terrible experience destroying the hotel's reputation. 
Raw KPIs like Net Promoter Scores (NPS), complaint processing time, verifiable positive reviews, etc. can measure guest satisfaction quantitatively and hold staff accountable while improving the improvement cycle (Baran and Galka, 2016). They must be routinely reviewed and linked to team bonuses and performance reviews to promote a results-based service culture (Alemayehu, Tveteras and Kumbhakar, 2021). 
Listen to guest feedback too. Free complaint channels include online forms, room QR codes, and standing personnel (O'Mahoney, 2021). Grievances must be addressed quickly and pay must be fair. Bad encounters can become loyalty-building with listening and respect (Inghilleri and Solomon, 2022). In a market full of low-price competitors, improving customer service can boost visits and word-of-mouth (Butler, 2017). 
Facility modernisation/Infrastructure modernisation
The last area of critical improvement is that of the infrastructure at the hotel. The condition of premises is one of the frequent causes of negative reviews, faulty lifts, broken heating systems, poor fittings in bathrooms, and uncomfortable bedding (Parzych and Brkić-Vejmelka, 2020). It assumes that guests require the basic standard of comfort and safety, and non-meeting of their expectations results in direct consequences of occupancy rate and profitability (El-Sayed, Abdelkawi and Abed, 2023). Guest safety is a non-negotiable baseline in hospitality, and poorly maintained infrastructure can increase legal and reputational risks (Binns and Kempf, 2020).
The most viable approach is a phased refurbishment strategy because of the ratio of minimal budgets and maintaining operation during the upgrading (Buttrick, 2009). Such areas as health and safety systems, such as elevator functionality, fire safety alarms, and plumbing, should receive first attention because they imply not only regulatory risks but also reputational risks (Indeed Editorial Team, 2025). When these are set to steady grounds, then it is time to think of the aesthetic and comfort enhancement endeavours- and this includes changing old mattresses, repainting walls, rectifying the heating/cooling systems, and remodelling bathrooms and so on.
To minimise the level of disruption, projects must be done during the off-peak seasons or days when the places are not busy. Discounts or upgrades as an act of goodwill should be provided to guests, when necessary, in case renovations affect their stay (Alemar, 2024). Even the communication regarding the current positive changes could be constructive, as attention to modernisation could improve the tolerance of the guests or even bring their assistance.
In choosing the materials and equipment that will be used in the upgrading, focus should be on their durability and ease of maintenance. As another example, modern tiling, touchless fixtures can be upgraded and make the overall stay of the guest more enjoyable, as well as minimise the long-term maintenance costs (Slack, Lewis and Lewis, 2020). Investment in energy-efficient units, including LED lights, water-saving devices, and smart thermostats, is also part of the general sustainability trends and can drive a more positive view of the company in the eyes of people (Enfield Doors, 2022).
Finally, the implementation of a preventative maintenance programme is important. The hotels are too reactive with their approach, meaning they respond to what has gone wrong by correcting it. Periodical checks and preventive maintenance reduce the shutdown of a facility and unnecessary expensive repairs and sustain a continuously usable facility (Musgrove, Raleigh and Singh, 2016). In the long run, these renovations will place the hotel back into the competition flow in the market and appeal to the value-sensitive travellers who do not tend to give up on the essential comfort and safety (Shulga and Busser, 2019). 
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Utilisation of the Kotter 8-step model of change
Kotter's 8-Step Change Model introduces a logical process of influencing change in the organisation. In the case of the Britannia Nottingham Hotel, an activity of fostering a sense of urgency over the issues of performance and reputational hazard should be initiated. This case is strong: An unhygienic state of the hotel, an old infrastructure, and insufficient customer care are the main problems that should be handled as soon as possible.
To lead the change effort, it will be important to establish a guiding coalition of department heads (housekeeping, front office, and maintenance). The management should then come up with an explicit statement of how clean, safe, and service-oriented hospitality will be provided. Barriers can also be removed by empowering employees with training, equipment and power. Short-term wins occur through visible improvements, i.e. improved guest rooms or improved reviews, that help to build confidence.
It is essential to attach new behaviours, such as daily inspections, guest feedback loops, and service scripts, to the hotel culture to prevent the development of regression.
Management consultancies must not only provide operational insight but also navigate internal politics and behavioural inertia to drive lasting change (Armbrüster, 2006).
Alignment of Operations with the help of the McKinsey 7S Framework
The McKinsey 7S Framework (Baran and Galka, 2016) facilitates the coordination between the key aspects of the organisation. The new strategy needed by the hotel is to gain back the trust through the quality of service (Rickenbacker, 2022). The organisation should take care of the accountability, like distinct housekeeping hierarchies and service functions.
Operational control is supported by new systems, such as complaint tracking and maintenance schedules. It is important to increase skills with the help of specific training on hygiene, empathy, and problem-solving (Burnes, 2014). The hotel needs to strengthen common values such as respect for guests, a sense of work pride, and ethical services. The leadership approach should change to a proactive and supportive approach. Finally, it is the employment of sufficient people which guarantees the standards.
Combined, the models by Kotter and McKinsey provide the guidance and the foundation required for long-term change at The Britannia Nottingham Hotel.
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To make hygiene, service, and infrastructure enhancements at The Britannia Nottingham Hotel successful, proper performance measurement systems should be defined. In line with the ideas proposed by Kotter that emphasise publishing new behaviours as well as McKinsey that focuses on measures and systems (Kotter, 2012; Baran and Galka, 2016), these indicators will serve as patrons of progress and help to continue the improvement. Meeting minimum expectations in cleanliness, communication, and infrastructure is the first step in restoring brand credibility (Ford and Heaton, 2022).
Guest satisfaction—especially cleanliness, service, and safety—is a critical success factor. These are measured via online reviews and well-planned surveys. An audit of cleanliness, complaint response time, and reservation cancellation might reveal service efficiency and trust in the company. Sales and expense-based indicators like occupancy, ADR, and RevPAR show how changes affect business.
Check staff interactions and retention to guarantee culture changes. Timely hygiene and safety audits. Compliance with laws and regulations is ensured by frequent hygiene and safety audits. 
Departmental leadership and management will review these data points regularly. Meetings help identify underperformance and re-plan.
Potential Benefits
The effective introduction of these strategies will result in:
• Increment in customer experiences and reputation, leading to an increase in bookings.
•	Higher revenue potential upon having superior facilities and value of service.
•	Less outlays through fewer complaints, legal liability, and unexpected maintenance.
•	More motivated employees and staff members in the case of the leadership, as well as the standards.
•	Greater regulation observance, which minimises the chances of sanctions or shutdowns.
•	Unique competitive branding by positioning itself as a competent and well-run budget hotel which is guest sensitive.
All these will also contribute to the long-term recovery and competitiveness of The Britannia Nottingham Hotel.
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Engaging external consultants is particularly valuable during high uncertainty and operational risk, as it introduces independent strategic thinking and structured risk reduction (Subramaniam et al., 2011).
Costs will vary depending on the scale of renovations and staff development but should be aligned with the hotel’s size and revenue. Below are estimated cost areas:
Focused Implementation Budget
	Category
	Estimated Cost Range
	Notes

	Housekeeping Training & Equipment
	£20,000–£50,000
	Includes new hygiene technology (e.g., steam cleaners, UV devices), cleaning supplies, and comprehensive staff training aligned with health standards.

	Customer Service Training
	£10,000 – £25,000
	Covers communication skills, empathy training, complaint resolution workshops, and cultural awareness for diverse guest needs.

	Infrastructure Renovations
	£200,000 – £500,000+
	Phased refurbishment prioritising lifts, heating, plumbing, bathrooms, furnishings, and preventive maintenance systems.
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[bookmark: _Toc201130682]Detailed Action Plan with Sub-Sector Allocations
	
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget (£)

	Poor cleanliness and hygiene
	Staff training in hygiene protocols, investment in modern cleaning tools, and additional staffing
	Consistently clean rooms and public areas; improved guest satisfaction
	3 months
	Month 3
	40,000

	1
	→ Inadequate training
	Deliver intensive onboarding and refresher hygiene courses
	The housekeeping team follows best-practice standards
	1 month
	Month 1
	10,000

	2
	→ Outdated cleaning equipment
	Purchase steam cleaners, UV devices, and industrial vacuums
	Better hygiene standards and visible cleanliness
	2 months
	Month 3
	20,000

	3
	→ Staffing shortages
	Recruit additional housekeeping staff
	Proper staff-to-room ratio, reducing rushed jobs
	2 months
	Month 3
	10,000

	Inadequate customer service
	Customer service and complaint handling training, leadership-led accountability
	Fewer guest complaints, higher guest satisfaction and reviews
	2 months
	Month 2
	20,000

	4
	→ Frontline soft skills gaps
	Train in empathy, listening, body language, and emotional intelligence
	Staff engage guests professionally and politely
	1 month
	Month 1
	8,000

	5
	→ Poor complaint resolution
	Roleplay-based workshops and feedback systems
	Faster, more effective complaint handling
	1 month
	Month 2
	6,000

	6
	→ Weak leadership culture
	Manager oversight of service quality and performance feedback loops
	More consistent guest service and cultural shift
	2 months
	Month 2
	6,000

	
Old infrastructure and facilities
	Phased upgrades of safety systems, guest rooms, and maintenance operations
	Improved guest comfort, higher safety, enhanced room quality
	12 months
	Month 12
	400,000

	7
	→ Unsafe core systems
	Repair lifts, plumbing, and update fire safety systems
	Safe and operational infrastructure
	3 months
	Month 3
	120,000

	8
	→ Faulty HVAC and climate issues
	Upgrade thermostats and heating/cooling systems
	Enhanced thermal comfort
	2 months
	Month 4
	60,000

	9
	→ Dated guest room furnishings
	Replace beds, lighting, flooring, and bathroom fixtures
	Higher quality guest experience
	6 months
	Month 9
	150,000

	10
	→ Reactive maintenance culture
	Launch preventive maintenance schedules and inspection systems
	Reduced breakdowns and long-term repair costs
	Ongoing
	Month 12
	30,000

	11
	→ Lack of sustainable upgrades
	Introducing LED lighting, smart thermostats, and water-saving fixtures
	Reduced operational costs, better environmental image
	4 months
	Month 6
	40,000
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The Britannia Nottingham Hotel is at a pivotal juncture in its operational and commercial life cycle. The hotel, initially recognised as a value-oriented option for budget-conscious tourists, has undergone a progressive decline in market perception, customer happiness, and service quality. The investigation presented in this study reveals that the decline is attributable to three significant issues: inadequate hygiene, subpar customer service, and outdated infrastructure, which underlie the problem. They have adversely affected the guests' experience and have also precipitated legal, reputational, and financial issues. 
Such issues must be resolved. In any hospitality company, cleanliness is vital, and the hygiene records at Britannia Nottingham are not only unsatisfactory but also abysmal, according to guest reviews and average industry norms. This will generate health risks and diminish consumer confidence. Likewise, subpar customer service, marked by insufficient staff training and a lack of comprehension, results in disengaged patrons, unfavourable reviews, and declining loyalty. They constitute fatal errors in the competitive hospitality sector. Ultimately, the dilapidated amenities, including malfunctioning lifts, inadequate heating, and worn furnishings, render the hotel both hazardous and uncomfortable, complicating the justification for its competitive low pricing.
Targeted strategic input from smaller consultancies often provides more context-specific solutions and agility in execution (O’Mahoney, 2021).
The report presents an action plan to address these conditions, informed by research and insights from both industry and academic literature; frameworks such as the Kotter 8-Step Change Model and the McKinsey 7S Framework were provided to elucidate the strategy. The proposed remedies, which will be elaborated upon in this discussion, namely reforming the housekeeping process, enhancing customer service training, and implementing a phased infrastructural improvement, will be practical, measurable, and cost-effective. All interventions have been aligned with feasible budgets and timelines to ensure little disruption to the hotel's ongoing operations. 
The accomplishments of these projects are mostly associated with cultural transformation rather than financial investment. Managerial leadership must serve as a model; staff should be empowered through training, and all personnel must be accountable to the guest. Moreover, guest feedback should be solicited and integrated into continuous improvement processes. This would enable the hotel to assess its progress by establishing quantifiable key performance metrics that can enhance its strategy over time, such as audit scores, guest satisfaction ratings, and guest complaint response times. 
The findings are clear: enhanced health conditions and customer comfort will lead to elevated hygiene and cleanliness standards, increased customer confidence; superior customer services will generate higher guest loyalty and reduced staff turnover, while modernised infrastructure will facilitate more competitive pricing and simultaneously ensure greater safety and comfort levels. These enhancements will elevate the hotel's entire value proposition and brand perception. 
This study provides the Britannia Nottingham Hotel with a systematic, evidence-based recovery plan. The hotel is anticipated to allocate 460,000 Pounds for rebranding itself as a competent, hygienic, and customer-focused establishment in the budget sector. The hotel is already established; but, by meeting the essential requirements of modern travelers—hygiene, courtesy, safety, and comfort—it will not only remain operational but also thrive. The time for superficial remedies has passed. The transition is now mandatory, meticulously regulated, to ensure long-term sustainability and competitiveness. 
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