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1. [bookmark: _Toc218724390]Executive summary 

This consultancy report is prepared by Catalyst Consult Partner Ltd as part of pro bono corporate social responsibility initiative that is designed to support hotels that are operating within competitive business environment. The Client is Novotel Cardiff Centre, which is a mid-rage, chain hotel affiliated with Accor brand. The purpose of this consultancy report is to critically evaluate the hotel’s present performance, identify key operational as well as strategic challenges and recommend evidence based improvement plans to improve services quality, enhance workforces’ effectiveness, operational efficiency and long term competitiveness with sustainable growth. 
This report is designed with key consultancy stages that include an introduction, then in depth analysis, recommendations for improvement, change management process, action plan as well as concluding evaluation. This report has leveraged strategic management models such as STEEPLED, SWOT and TOWS to assess both internal and external environment that is influencing the hotel business. This report ensued that conclusion and recommendation are well grounded using academic theories and industry best practices. 
The analysis have identified that the Novotel of Cardiff Central is operating in a challenging post pandemic environment that is largely characterised by rising labour as well as energy costs, shortage of workforces, and increase of expectation from customers, increase competition from the alternative accommodation in the market. Internally, the Hotel is facing issues with acute shortage of skilled workforce and high employee turnover, service level inconsistent as well as maintenance related issues that was negatively influencing customer satisfaction and online based reputation and decline of revenue. 
Despite all these challenges, the analysis have found that Novotel Hotel benefits from its strong brand reputation, its prime location at the city centre, and facilities that it offers for conference an event organising with strong commitment for sustainability. Building upon these strengths, this report made some recommendations to improve further with improvement of workforce optimisation, improvement of service quality, digital transformation and sustainability integration. 
These recommendations are supported by recognised change management theories and with measurable performance indicators. This report concluded that a sell structured, evidence based approach would enable Hotel Novotel in Cardiff Central to increase its performance, strengthen its market position and help to achieve sustainable growth in the competitive market. 
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2. [bookmark: _Toc218724391]Introduction 
Hospitality industry operate in a dynamic and most competitive sector of global economy. This is even more evident within the hotel sectors in the UK (Nuong,2023). It is because hotel businesses are on constant pressure to response to changes in consumers behaviour, technological  innovation, economic volatility and regulatory requirements while keeping the business in profit (Nuong,2023). Managing changes in global market makes it even harder for change affiliated hotels as they need to maintain operational standard within competitive global market which are often uneven in term of resources and capacities (Ribaudo et al,2020).
The hotel industry in the UK have reached a nadir in term of operational performance (Thoms,2025). Although, there were some improvement in 2024, but 2025 has not been highly challenging (Thoms,2025). In the UK, economic headwinds have taken their tolls on consumers confidence, yet despite this, there are positive signals that market can get into a turning point (Thoms,2025). Tourism and hotel sector is significant economic driver to Wales economy with contribution on employment as well as other areas (Wales Government,2023). However, this sectors is riddled with challenges with increase costs, change in customers demands, new trends and persistent demand of quality (Wales Government,2023).
Novotel in Cardiff Centre is a chain affiliated business. The hotel is part of Accor hospitality group that has diverse portfolio of hotels (Accor Group,2024). Novotel Cardiff is a four star hotel that is located near Cardiff Bay. The hotel offers modern rooms, free Wi-Fi and amenities such as an indoor pool, fitness centre, spa (sauna) and on site restaurants and bar facilities (Visit Cardiff,2025). The hotel also offers ideal venue for meeting and business travel. There are nine fully equipped meeting rooms with capacity for up to 200 guests (Visit Cardiff,2025). 
The hotel operates within a very challenging environment. However, with its location in the capital city of Wales, Novotel enjoy the adventage of strong demand driven by tourism, business travel, conferences as well as major sporting and cultural events (Visit Wales,2025). Nevertheless, business has been suffering the consequence of post Covid-19 impact (Accor Group,2024). These pressure include operational pressures due to rising labour costs, skill shortage due to Brexit, constant inflation pressure on utilities, supplies and change in consumers expectations on cleanliness, flexibility, and digital convenience (Accor Group,2024). All these pressure have made strategic decision even more critical than before for the hotel. 
The purpose of this consultancy report is to critically analyse the performance of Novotel Hotel of Cardiff Centre and identify key operational and strategic issues that is affecting the hotel’s capacity to deliver consistent quality service as well as sustain competitive adventage in the market over other  players. This report would not only seek diagnosing of problems facing the hotel, rather identify areas of strong performance and any  untapped opportunity. It would be an evidence based approach that aims to offer practical, pragmatic and cost effective recommendations that will be tailored to the seize, market positioning, and brand affiliation of the Novotel hotel. 
The Catalyst Consult Partners Ltd  is an independent consultancy firm that  is specialised in performance improvement, service quality enhancement, and sustainable strategy for hotels and hospitality businesses across the UK. Catalyst Consult Partners Ltd offer consultancy through integration of academic research, industry benchmarking and practical operational insights to deliver tailored consultancy solutions for businesses.  This report is prepared to reflect Catalyst Consult Partners Ltd.’s commitment to corporate social responsibility through offering pro bono consultancy support hotel Novotel business as hospitality organisation while navigating complex market conditions. 
In order to achieve the objectives of this report, number of strategic theories and models are applied. For instance, STEEPLED analysis is used to evaluate the macro environmental factors that are  influencing Novotel operations. Then A SWOT analysis is used to identify internal and strength and weaknesses as well as external threats and opportunities available. Finaly this report include a TOWS matrix to convert strategic insights into actionable strategic options. Application of these models and framework enable a holistic and critical analysis of the Novotel current position and future strategic direction in the UK market. 
3. [bookmark: _Toc218724392]Overview of the Novotel Hotel at Cardiff centre 
3.1. [bookmark: _Toc218724393]Mission and Vision of the Novotel Hotel Cardiff 
Mission statement is the purpose of existence and current activities, whereas vision describe long term aspiration of an organisation such as where it wants to go and what it hope to achieve (Logan,2024). Moreover, mission emphasise on present and  ways to achieve goals and act as roadmap, and vision works as roadmap for ultimate future destination while guiding overall strategy of the organisation (Rozycki,2004). 
Mission of the Novotel hotel is to offer a comfortable, relaxing and balanced experience for busienss, leisure travellers while focusing on the slogan “ Your times, your way” while offering quality services, wellness facilities in family friendly spaces, and continue to innovate to meet modern travel needs as well as promote sustainability (Novotel,2025). Novotel Cardiff Centre vision reflect vision of Novotel group which to make gust experience and any moment better every day (Novotel,2025). 
3.2. [bookmark: _Toc218724394]Core value and business culture of the hotel 
Novotel is part of Accor hotel group and that means it operate under core value Accor hotels, which include guest centricity, respect, innovation and responsible busienss practices (Novotel,2025). Novotel hotel culture is largely shaped by this values as well as motivate employees to deliver personalised, high quality services while maintaining a sustainable ethical standard (Accor Group,2025,a). However, over the years, managing a standard service culture has turn into challenge following labour shortage as well as high staff turnover following operational pressures (Novotel,2024,a). 
3.3. [bookmark: _Toc218724395]Product and services 
Products is anything that busienss offers to customers. It can be tangible and intangible in the form of services (Levitt,1981). Hotel businesses offer both tangible and intangible products. However, in term of products, the Novotel Hotel in Cardiff central offer wide range of services. It offers standard and superior guest rooms that are design to meet Novotel brand standard (Novotel,2024,a). Moreover, there are other services that include meeting and conference facilities, food and beverage outlets, amenities for leisure, and parking facilities (Novotel,2024,a). With all these offering, the hotel has become one of the versatile property that can accommodate multiple segments from the market (Novotel,2024,a). 
3.4. [bookmark: _Toc218724396]Organisational structure and workforces’ management 
Organisational structure is an important elements of organisation. It is because it shows how a business organise its management and staff to represent the different layers of management (Nazarian,2017). This information is often displayed in the form of  organisational chart. There are two types of organisational structure such as hierarchical and a flat structured (Nazarian,2017). However, Novotel Cardiff Centre follows a traditional hierarchical structure equipped with departmental managers for front office, food and beverage, housekeeping, and maintenance operations under the leadership of hotel’s general manager (Calori, Baden-Fuller & Hunt,2000). 
In term of workforce, Novotel has a diverse range of people comprising of staff working full time, pat time as well as casual staff on call basis. It has a group of management team working full time and part time basis. Most of the marketing and sales works are mange from the head office. The  hotel has small human resource department that works in partnership with head office to manage payrolls and people management activities. The hotels largest department is food and beverage, housekeeping and front office department. 

4. [bookmark: _Toc218724397]Identification of key issues 
Modern businesses including hospitality and hotel businesses are facing a range of key issues spanning economic volatility, rapid technological shifts, increase customers demand, ongoing challenges for talent acquisition and retentions, and growing pressure for sustainability and requirement for regulatory compliance (Nancholas,2024). The ability to read and respond to changing environment has been a critical issue for executives and has been increasingly evident among volatility of recent years (Stadler,2026). 
Identification of key issues to response, require analysis of busienss environment, understanding of internal capacity as well as deep insight of opportunities and threats that organisation my have to deal with in the market. There are many models and frameworks that has been developed to help business analysists to assess busienss environment and identify issues affecting the operation of the busienss within the market and inside the organisation. These model are applied for the Novotel Hotel and its Accor hospitality group.

4.1. [bookmark: _Toc218724398]STEEPLED Analysis 
STEEPLED analysis is a strategic framework to assess external mainly macro-environmental factors that is affective the busienss. This is an expansion of PESTLE through addition of two more factors such as ethical and demographic elements. The model looks into the impact of macro environmental factors such as Social, Technological, Economic, Environmental, Political, legal, ethical and demographic factors to understand how these factors affect business, posses risk or offer opportunities to stay relevant and become competitive in the market. 
[bookmark: _Toc218724435][bookmark: _Toc218725044]Table 1 STEEPLED Analysis of Novotel Cardiff Centre hotel
	Factors 
	Key issues
	Impact on the Novotel Cardiff Centre  

	Social 
	New trends with increase expectation of cleanliness, sustainability practices, increase demand for experiential travel (Appendix A), 
(Williamson,2025, UK Hospitality Industries,2024).
	Require enhancement of service personalisation, improve housekeeping standard, and support working condition as well as promotion of sustainability action to customers. 

	Technological 
	Increase use of mobile apps for check-in/out, use of digital keys, CRM system use, online review platforms, AI-led pricing (UK Hospitality Industries,2024)
	Requiring investment in smart technologies to remain competitive in the market. 
Opportunities to bring efficiency in operation 

	Economic 
	Persistent inflation (3.4%), increase cost of living, increase utility and food costs, increase NI for employers, taxation on alcohol 
	High pressure on profit margin, tight cost controlling exercise, and need for optimisation of revenue 


	Environmental
	Increase climate change concern and pressure to reduce energy use, water & Food waste, plastic use, and contribution towards carbon emission (Chemmanur & Fenech,2024).

	Increase compliance cost for the hotel, also bring opportunities.
Creates both compliance costs and opportunities for differentiation through sustainable practices

	Political 
	Post Brexit restriction on labour, ETA on tourist, policy uncertainty, increase taxation corporate income, tourist products, data regulations, asylum seeker accommodation pressure, (Cormican,2025, Wood,2025).


	Staff shortage mainly skilled ones, increase costs, reduce travelling from European countries 
Campaign of local against asylum accommodation causing disruption in the city 

	Legal 
	Change in employment laws, Health and Safety, GDRP regulation (Cormican,2025)
	Increase cost for employment and operation 
High risk if not manage regulation and complied properly 


	Ethical 
	Compliance with employment laws, regulations, and data use with compliance of GDRP, privacy issues, care for environmental issues, fair wadges, fair treatment of employee and guests (Lacalle,2023)

	Increase admin burden, costs of operation 
Opportunity to promote compliance and attract new ethical concern customers 

	Demographic 
	Increase in aging population in domestic market
Increase of family and multigenerational travellers 
(Millennials/Gen Z) prioritizing authenticity (Tufft et al. (2024).
	Require accessibility in the hotel and family friendly services 
Space need for remote working, digital nomad 



The above STEPLED analysis have identified that Novotel Cardiff centre operating within a highly complex and interconnect macro-environment. The Hotel is affected by multiple factors that are influencing operational performance and require strategic priorities. According to factors presented table 1, most significant pressure is coming from social, economic, and political changes and all of these has direct and immediate impact on the delivery of services and workforce stability in the hotel. 
For example, social factors shows a shift in customers’ expectations (Appendix A), where travellers seeking more of personalised, experienced led stay rather than functional accommodation. This is therefore a strategic challenge while it is offering reliability, consistency but customers now moving to demand more flexibility, local authenticity and increase wellbeing standard. Business failure to response to this change might have consequence of decline customer satisfaction, negative reviews and that might affect occupancy and impact revenue generation. 
Another major influencing factors was technological factor that presents both opportunity and treats for the future. For instance, digital innovation has become a hygiene factors rather than a competitive adventage. This means, Novotel has not been great in adopting full technological innovation and there is lack of mobile and app based facilities, digital concierges putting it at reputational risks. However, these are new opportunities to adopt by the hotel while carefully manging cost mainly for such as medium size hotel where management is already under immense pressure. 
There is economic pressure and it is arguably most critical one that is badly affecting Novotel. For instance, there is raising employment costs with increase of NI (National Insurance) contribution, increase energy costs that is eroding profit margins. This means hotel will have to focus on increasing productivity and manage workforce productivity and carefully mange its revenue. 
Political and legal factors are also influencing the hotel busienss with post Brexit labour shortage and Strick employment regulations. These are affecting skill and talent shortage and require heavy investment in workforce planning, training and development which is also very costly for the hotel. But this can be an opportunity to invest for the future and increase productivity and cost cost for frequent employment. 
The ethical and environmental issues is also affecting busienss, although, these are secondary in term of priority, guests, corporate partners are expecting more commitment to sustainability and ethical practices in the business. Integration of ethical and legal policies have better opportunities to increase brand values in long run and thus compliance and good practice is needed. It is because customers are increasingly demanding ethical practices in busienss. 
4.2. [bookmark: _Toc218724399]SWOT analysis of the Novotel Hotel 
SWOT analysis stands for strengths, weakness, opportunity, threats is a strategy tool to assess how an organisation can compare its capacity with competitors (Teoli, Sanvictores & An,2023). This tool is used to understand resource capacity of an organisation somethings that is also done using VIRO analysis. However, for this report, SWOT analysis is applied as follows (Table 2). 
[bookmark: _Toc218724436][bookmark: _Toc218725045]Table 2 SWOT analysis of the Novotel Hotel in Cardiff central
	[bookmark: swot-analysis]Strength
	· Strong international brand and part of large chain group 
· Located at the center of Cardiff city
· Known for conference and event facilities 
· Has broader market with business travelers, family groups, and young generation 
· Offer Accor loyalty program and has repeat business 
(Team Five Travels,2024)

	Weakness
	· Has high staff turnover mainly in operational roles 
· Inconsistent service delivery during peak period
· Aging infrastructures in rooms as well as in pubic area 
· Use limited differentiation to competitors in the area 
· Largely dependent on online travel agents for booking 
(Hotel Magazine,2024)

	Opportunities
	· Growth in Wales domestic tourism with government initiatives (Wales Tourism,2025) 
· Growth in sustainable and responsible hotels among young people 
· Can open to local guests 
· Can use data from Acar loyalty program to personalize offers 
(Robinson,2024).

	Threats
	· There is increase competition from Airbnb, and service apartments within the city, 
· Increasing operational costs (labor, food, and supplies)  
· Negative online reviews impacting brand reputation 
· Shortage of talents and skills gaps is growing 
(Robinson,2024, Bearne,2023).




The analysis of internal capacity against external threats with available opportunities shows that the Novotel at the Cardiff Centre has functional advantage that is supporting its competitive position in Cardiff hotel market.  Being one of the Accor properties, it enjoys global brand recognition, operational standard and access to Accor loyalty programme with is strong internal strength that benefit it for customers loyalty, occupancy advantages. The central location of the Hotel with diversified customers portfolios, it has additional advantage in market appeal mainly compare to those operate in urban environment. 
The hotel with all its internal and external advantage, has many weaknesses that is stifling its performance. For instance, there is high staff turnover that is increasing inconsistency in service quality and creating strategic misalignment between brand postmining and gust experience. This is increasing the risk of negative online review sand reduce repeat business. 
From external perspective, the hotel can benefit from emerging opportunities such as growth in domestic tourism in Wales, raising interest for sustainable tourism, and roles that Cardiff is playing on making it cultural event destination. Nevertheless, capturing these opportunities would require proactive investment in service innovation, sustainability initiatives and enhancement of digital capacities. Unless such is done, competitors with greater agility would continue to differentiate and exploit the trends in the market. 
[bookmark: critical-analysis-of-swot-findings]Threats that are identified are mainly structural and competitive. For instance, there is raising operational costs and increase labour shortage across UK hospitality businesses. This put immense pressure on gaining profitability and improve service quality. There is also competition from alternative accommodation that is increasing price competition and challenging hotel with value proposition mainly using space, technologies as well as flexibilities of booking and cancellations.  
4.3. [bookmark: _Toc218724400]TOWS Analysis of the findings 
TOWS analysis is mainly developed on the preceding SWOT analysis by systematically converting identified factors into actionable strategic options. This approach is important for consultancy report as it demonstrate ways strategic decision making can maxi9mise positive factors while minimising risks and vulnerabilities for the business (Caffey,2024). The table 3 below present TWOS strategic analysis.

[bookmark: _Toc218724437][bookmark: _Toc218725046]Table 3 TWOS strategic analysis of the Novotel Hotel
	TWOS strategic types 
	Strategic focus 
	Proposed strategic action that Novotel Can take 

	Maxi-Maxi (SO) 
	Apply strength to exploit opportunities available to Novotel from its chain 
	Novotel can utilize Accor brand value and recognition, loyalty program to promote a sustainable, experience lead city break package while targeting domestic tourists
It can also utilize conference facilities with its location to attract corporate and hybrid events with digital booking system 

	Maxi-Mini (ST) 
	Apply strengths to minimize threats to Novotel 
	Use brand standard, reputation, and location to compete with serviced apartment, Airbnb while focusing on safety, reliability of services, leisure facilities, and on-site amenities. 
Use Accor revenue management system to mitigate economic volatility and pricing pressure from competitors 

	Mini-Maxi (WO) 
	Minimize weakness by utilizing opportunities 
	Can address staff turnover issue as well as service inconsistency with investment in training, career development opportunity within the chain
Can use digital technologies and CRM system to reduce service-related gaps against competitors and improve operational efficiency 

	Mini-Mini (WT) 
	Minimize weakness and avoid treats 
	Can implement cost control and use preventative miniatous programs to cut down the impact of increasing operational costs, and reduce dependence on online travel agents by using direct booking system and offering personalize services to customer from the data base of the Accor. 


The TWOS framework as presented above shows Novotel Hotel strategic priorities should not be purely on growth, rather, it should be on balance with risk aware development. Table 3 present Maxi-Maxi strategy while highlighting that the hotel is in good position to utilize favorable marketing opportunities through leveraging strengths assets mainly its brand value, affiliations, location and overall facilities. This is a growth-oriented strategy that largely align with Accor hotel’s broader focus on customer experience, customer loyalty and sustainability.  
The Maxi-Mini strategy is arguably more critical in current business environment. It is because economic volatility, alternative accommodation and competition, shortage of skilled labor that present structural threats and these can not be ignored. This can be mitigated using brand strength as well as through establishing good operating systems. 
Mini-Maxi strategy highlights the significance of internal improvement as a requirement for uptilting available opportunities in the market. Drawback such as staff turnover and inconsistency in service dwarf the capacity of the hotel to deliver experiential personal services. This means, hotel can exploit opportunities available with digital innovation and sustainable preference within the hospitality business with investment in workforces and improve capacity to operate. 
Mini-Mini reflect a rather defensive but essential dimension of strategic management in the business.  Given the highly competitive market with increase cost, failure to manage assets and reduction of dependency on third parties undermines profitability. These strategies can reduce exposure to risk through creating more resilient operational model utilizing modern technologies. 
Above TOWS analysis have highlighted strategic options such as strengthening brand to enhance digital guest engagement, investing in workforces and develop to address gaps in the services, as well as use of sustainability initiatives to differentiate the products and services to capture the market in the locality as well as to attract from other markets. 
4.4. [bookmark: _Toc218724401]Summarization of the finding of key issues facing the Novotel Hotel 
The analysis of key issues using various models, have identified number of critical issues that is affecting the Novotel Cardiff Central. These are summarised as follows.
· In consistency in service quality: This came as one of the major issues which is largely lead by shortage of staff mainly skilled staff that is due to high employment turnover. This is causing variable services standard mainly during the peak period within the business. 
· Pressure from increase operational cost: There is increase of operational cost due to increase in employee wadges, inflation, increase in energy costs, and increase in suppliers’ prices and these are putting immense pressure on Hotel’s profit margin. 
· Guest satisfaction and damage of reputation: There are increasing online reviews that are raising concern regarding rooms, its maintenance, service responsiveness and perceived value for money at the Novotel. 
· Competitive pressure on the business: Competition in the locality is increasing with offering of alternative accommodation providers that offer service at low cost and offer more flexibility with booking and cancellations. 
All of these issues collectively affecting the business reputation, revenue generation and capacity to delivery promises to its target guests. 
5. [bookmark: _Toc218724402]Recommendations and change management at the Novotel Hotel 
Upon identification of key issues that is affecting the Novotel hotel, there are four major strategic recommendations can be proposed and these are workforce optimisation, service quality improvement and enhancement, carryout digital transformation, and integrate sustainability. 
[bookmark: _Toc218724403]5.1. Optimisation of workforces at the Novotel Hotel of Cardiff Central 
One of the important recommendation is that Novotel Cardiff Centre should implement a structured workforce optimisation strategy that would focus on role clarity, flexible working hours, and make employee multiskilled. This would improve workforce skills and capacity to cope with working conditions and reduce turnover in the hotel. 
The premier Inn, which is budget hotel chain has successfully implemented a simplified role structure with flexibility in scheduling. This has lowered their employee turnover compared to UK hospitality average (Hotel Report,2025). Similar example can be seen in Marriot Group, that has introduced TakeCare program with integration of training, wellbeing and career progression (Segundo,2025). This program has increase employee engagement at Mariott by 90% in 2025 and brough consistency in services with  employee turnover reduce at 32% in 2023 and 28% in 2024 (Sharma,2025).
Although, these program evidently demonstrated effectiveness for Marriot, there are some potential limitations to this recommendation. For instance, large  hotel group usually benefits from scale, centralised human resource and employer branding. This often do not reflect upon individual properties. This means, for the Novotel Cardiff Central, success shall largely depend on its leadership capacity to execute the program. Moreover, multi skills can increase stress if there no training and not enough wellbeing support this program might fail to achieve targeted outcome. This recommended program therefore should be implemented with creation of a balance between employee, flexibility, and wellbeing support. 
5.1.1. [bookmark: _Toc218724404] Change management 
There are many different change management model, however, for this recommended change, Kotter’s eight step model (Figure 1) would create urgency with transparent communication of staff turnover data and feedback from guests. In this case department supervisors would act as change champion, and support staff with training and phase implementation to reduce level of resistance to this change. 
[bookmark: _Toc218724469]Figure 1 Kotter’s eight step change management model
[image: ]
Source: (Diagram adopted from NHS England,2023)
According to Kotter’s model, at first management would need to create urgency through highlighting increasing labour costs and decline of demand. There can be a guiding coalition of HR and department head at Novotel Hotel supported by clear vision towards flexibility at work and improving service quality at the hotel. Staff buy-in can be achieved through transparent communication about multi-skill development and flexible workings. Staff can be empowered through training and workforce management system. Short time win can be gain through reducing overtime and reinforce of works progress. Addressing persistent barriers and standardised onboarding workforce optimisation into everyday operation and organisation would make this program to stay. 
5.1.2. [bookmark: _Toc218724405]Measurement of success 
Measurement of success of the proposed recommended program with the above implementation plan can be done through Following KPI (Table 5). 

[bookmark: _Toc218724438][bookmark: _Toc218725047]Table 4 Performance measure of the workforce optimisation
	KPI
	2026
	2027
	2028

	Reduction in employee turnover
	15%
	20%
	30%

	Improvement in employee engagement 
	70%
	80%
	90%

	Increase in gust satisfaction (service consistency) 
	75%
	80%
	90%



Source (Self-made KIP)
5.1.3. [bookmark: _Toc218724406]Cost benefits 
The implementation of the recommended workforce opination program at the Novotel Hotel might reduce an estimated cost £85,000 to £100,000 annually. These might come from reduce recruitment costs, improve service quality and enhance employers’ reputation.
[bookmark: _Toc218724407]5.2. Improvement of service quality and introduce preventative maintenance 
As guest feedback (Appendix A) indicate increasing concern with room condition, cleanliness, and responsiveness of staff and equipment condition, the Novotel Hotel should introduce a preventive maintenance program that could be made with combination of structure service quality audit using SERVQUL model (Figure 2). 
[bookmark: _Toc218724470]Figure 2 Service model for customer satisfaction with improving service quality
[image: ]
Source: (Diagram adopted from Parasuraman et al,1988)
This model can be implemented with scheduling routine maintenance inspections for every rooms and public spaces at the Hotel. Also introduce scheduled service checklist for housekeeping department in partnership with front office team. Guest feedback should be used to identify recurrent failure in service quality. 
One of the good example of this model being used can be found at the Hilton Worldwide. The giant chain has adopted  preventive maintenance system that is supported by its digital reporting tools (Abode Worldwide,2024). This has significantly changed its guest complaints regarding rooms and facilities conditions. Moreover, IHG (Intercontinental Hotel Group) have also launch such program known as Clean Promise, which has significantly improved its gust confident over its rooms and facilities (IHG Hotel & Resort,2025). 
Despite the fact preventive management would improve service reliability, it also require upfront investment and execution of disciplined schedule. Therefore, for Novotel Hotel at the Cardiff central, this might be challenging to maintain consistency during the peak occupancy with high operational pressure. This is why, there should be a linkage of performance maintenance with KPI to sustain a long term impact. 
[bookmark: _Toc218724408]5.2.1 Change management process 
In order to implement the proposed change, one of the good model that Novotel change mangers can utilise is Lewin’s three stage change model (Figure 3). This model recommend three stages to implement change such as at the unfreezing stage, management would need to highlight the decline gust feedback on room conditions and requirements for cleanliness, while creating awareness of the need for a change using SERVQUAL gap analysis at the hotel. 
[bookmark: _Toc218724471]Figure 3 Lewin’s three steps change management model
[image: ]
Source: (Diagram adopted from Watfix,2024; Malik,2025) 
Then there is the change stage, where routine maintenance inspection, housekeeping service checklists as well as digital fault reporting system should be introduced with offer of support through training and cross departmental collaboration. At the final stage, which is refreezing stage, the program can be embedded into KPI such as performance review, continuous gust feedback monitoring, and consistency with timeline and quality and operational efficiency and reliability. 
[bookmark: _Toc218724409]5.2.3. Measurement of success (KPI) 
The above recommended program success with the implementation can be measured  using the following KPI (Key performance Indicators).

[bookmark: _Toc218724439][bookmark: _Toc218725048]Table 5 (KPI) of service quality and introduce preventative maintenance
	
	2026
	2027
	2028

	Reduction in maintenance related complaints 
	35%
	45%
	60%

	Improvement of online reviews 
	50%
	60%
	80%

	Improvement of response time to gust issues at the hotel 
	30%
	40%
	50%



[bookmark: _Toc218724410]5.2.4. Cost benefit analysis of the proposed program 
The recommended program of improvement of service quality and introduce preventative maintenance, would cost an estimated £100,000 annually. However, it would benefit through improvement of gust satisfaction, reduction of waiting to repair and increase brand reputation and value to prospective customers increasing changing of booking and revenue generation. With this program in place, an estimated revenue increase can be £250,000 per year.  
[bookmark: _Toc218724411]5.3. Digital transformation and guest experience enhancement program 
The Novotel hotel Cardiff central should expand digital gust service to meet modern guest expectation and cut down operational pressure on its staff members. This can be done through introducing mobile app based check in and check out as well as installing digital concierge services. The hotel would also need to use enhance CRM system in collaboration with Accor’s system to personalise gust interactions. For this staff of Novotel would need to be trained to support guest who are unfamiliar with use of digital tools. 
A good example of this system being used can be found at the Hilton Hotels, where mobile app and digital key system have set industry benchmarks for guest convenience, while Accor has also piloted digital guest path in number of Novotel properties (Hilton News,2021). This initiative can be good one to reduce front desk business and increase smooth transition of customer to rooms and increase their satisfaction at the hotel. 
Although digitalisation bring efficiency in services and enable personalisation benefits for the hotel, however, over reliance on digital technologies can risk of perceived value with repeated error of system. As the hotel has many elderly guest, too much digitalisation might cutdown their number. There is also an increase cost in using digital programs which might be challenging for the hotel unless good revenue can be generated. 
[bookmark: _Toc218724412]5.3.1. Change management process 
The above proposed change can be implemented using McKinsey 7S model (Figure 3). The Novotel of Cardiff Central can manage the change as a wholistic approach using the model (Figure 3).  For instance, strategy should focus on enhancing guest experience through mobile check in and digital concierge and CRM personalisation. This strategy should be made align with front office IT system to support digital guest journey at the hotel. Moreover, system should also integrate with CRM of Accor mobile application. 
[bookmark: _Toc218724472]Figure 4 McKinsey 7S change model
[image: The 7-S Framework]
Source (Diagram adopted from McKinsey & Company,2008)
There should be shared value while not excluding non-digital guests. Moreover, styles should reflect supportive leadership with encouragement of adoption (McKinsey & Company,2008). Staff should be trained to assist distally unfamiliar customs and skills should be continued to develop in digital service delivery in the hotel (McKinsey & Company,2008). Alignment around all seven elements would ensure technology can improve efficiency and maintain service consistency and enhance guest satisfaction. 
[bookmark: _Toc218724413]5.3.2. Measurement of success of the proposed change 
The above proposed change for digital transformation and guest experience enhancement program can be measured using the following KPIs.
[bookmark: _Toc218724440][bookmark: _Toc218725049]Table 6 Digital transformation and guest experience enhancement KPI
	KPI
	2026
	2027
	2028

	Increase in mobile check in and out 
	20%
	25%
	35%

	Reduction of front office congestions 
	50%
	60%
	70%

	Improvement of customers satisfaction on check in and convenience for onboarding 
	60%
	75%
	85%



[bookmark: _Toc218724414]5.3.3. Cost and benefit analysis of the recommendation 
The propose digital transformation to improve gust experience at the Novotel Hotel at the Cardiff central would cost an estimated sum of £120,000 as initial investment. Then it is expected that there will be increase of sales by £100,000 per year and it would reduce operational expenses by £50,000 per year and enhance customer loyalties with convenience and increase competitiveness of the hotel. 

[bookmark: _Toc218724415]5.4. Sustainability integration and become a responsible operator of the hotel 
As demand or sustainability is increasing and it is  one of the key issue facing the  hotel industry, the Hotel Novotel in Cardiff Centre should deepen its sustainability practices in order to meet its guest expectations and cut down its operational costs. However, this can be  implemented with introduction of energy efficiency lighting and water saving devices across the operations. There can be implementation of food waste monitoring system. Hotel can also communicate sustainability initiatives with guest and employees at the hotel. 
One of notable example of this initiative can be found at the Scandic Hotel that has adopted sustainability into its daily operations and achieved measurable reduction in energy use and waste and strengthen its brand and trust among customers and stakeholders (Scandic,2024). Similar initiative is also seen with the IHG hotels in the UK (IHG Hotes,2023). 
Sustainability initiative can enhance reputation, but it can also increase risk with limited impact and increase cost if the impact is perceived symbolic by stakeholders. Therefore, it is important for the Novotel Hotel to implement a measurable improvement plan supported by transparent reporting and KPI to measure success. 
[bookmark: _Toc218724416]5.4.1. Change management process 
The proposed change can be implemented using the Deming Cycle (PDCA) model at the Novotel of Cardiff Centre. For instance, at the plan stage, the hotel can set measurable sustainable goals such as reducing energy consumption, water uses, food waste supported by KIP (Tang,2016). And during do stage, energy efficient lighting, water saving devices, and food waste monitoring system can be introduced with staff and guest communication (Tang,2016).  
[bookmark: _Toc218724473]Figure 5 Deming Cycle (PDCA) for change management
[image: ]
Source: (Diagram adopted from Tang,2016).
The check stage, there can be evaluation of performance using energy, waste and cost data and gust feedback (Tang,2016). At the final stage, which is act, it can adopt successful practice with continued improvement, transparent reporting, and ongoing adjustments to ensure sustainability is delivered at genuine standard and for the benefit of the hotel and its stakeholders (Tang,2016). 
[bookmark: _Toc218724417]5.4.3. Measurement of success (KPI) of the program 
The sustainability integration to become a become a responsible operator can be measured using the following key performance indicators (KPI)
[bookmark: _Toc218724441][bookmark: _Toc218725050]Table 7 Measurement of success (KPI) of the sustainability at Novotel Hotel
	KPI
	2026
	2027
	2028

	Energy reduction 
	15%
	20%
	25%

	Reduction in water consumption 
	10%
	15%
	20%

	Reduction in plastic use at hotel 
	15%
	20%
	30%

	Lower food waste level 
	30%
	45%
	50%

	Gain positive guest feedback on sustainability practices at the hotel 
	80%
	85%
	95%



[bookmark: _Toc218724418]5.4.4. Cost benefit analysis of the recommended program 
The proposed sustainability integration might cost the Novotel Hotel an estimated £100,000 per year. However, its benefit would be even larger with reduction of waste that could save up to 150,000 per year and increase brand value and eruption which increase revenue every year. 
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6. [bookmark: _Toc218724419]Action Plan
Based on the above recommendations, following action plans are made to be implemented at the Novotel Hotel of Cardiff Central. The action plan include problem issues, its solutions with desired outcome as well as time scale with estimated budget. 
	No
	Problem 
	Solution 
	Desire outcome 
	Time scale 
	Budge 

	1
	Inefficiency in workforce’s utilisation and increase of labour costs 
	· Redesigning job roles to support multi-tasking and skills across all departments at the hotel
· Introduce flexible shift scheduling using workforce management software 
· Implementation of standard onboarding practice that would align with Accor values 

	· Improvement of workforce flexibility 
· Reduction of overtime and staffing costs 
· Consistency in service delivery in all departments 
	


3-6 moth 
	
£85,000 to £100,000

	2 
	Decline of service quality and  increase customers complaint on rooms condition and cleanliness 
	· Introduction of preventive maintenance program for room and public area improvement 
· Application of SERVQUAL based services and quality auditing 
· Implementation of housekeeping and front office check list
· Use gust feedback to identify recurring service failure 
	· Improvement of condition and overall cleanliness 
· Faster response for maintenance issues
· Reduce guest complaint and improve satisfaction rating 
	

6-9 month time 
	£100,000

	3
	Increased front desk pressure as well as limited personalisation of gust experience at the hotel 
	· Lauch a mobile app based check in and check out and digital key 
· Install digital concierge series at the hotel 
· Enhance the CRM integration with the Accor system with Novotel hotel at Cardiff central 
· Train all staff to support the digital program to unfamiliar customs 
	· Reduction of front office congestion and pressure 
· Make guest journey more pleasant 
· Increase gust satisfaction and loyalty with personalisation 
	
6-12 month time 
	£120,000

	4
	Increasing sustainability expectation among customers and rising operational costs 
	· Installation of energy efficient lighting and water saving devices 
· Introduce food waste and monitoring system 
· Communicate sustainability initiatives to guest and staff 
· Tracking of performance using sustainability KPI and reporting system 

	· Reduction of energy, water, and waste cost at the hotel 
· Improvement of environmental performance 
· Enhanced band reputation and stakeholder trust 
	

9-18 months’ time 
	£100,000




7. [bookmark: _Toc218724420]Conclusion 
This consultancy report has successfully furnished a comprehensive critical analysis of the performance of the Novotel Hotel of Cardiff Central according to the contemporary hospitality business in the UK. This report has made use of various strategic management frameworks including STEEPLED, SWOT and TOWS to analyse both internal and external environmental influence on the Hotel Novotel and identify key issues, opportunities and strategic priorities of the hotel. 
This comprehensive analysis has highlighted that Novotel Hotel of Cardiff Centre is operating in a very competitive and pressurised market that is largely characterised through labour shortage, rising operational costs, increasing sustainability pressures and evolving demand from guests for personalised and digitally enabled experiences. 
In term of its  internal capacity, the Novotel is benefiting from its strong brand affiliation with Accor hotels, and a prime location within the city centre and a diversified facilities that can appeal to both busienss and leisure travellers. However, analysis  have identified that these strengths were constrained by its weakness in relation to workforce turnover, inconsistency in service delivery, poor management of gust complaints and over reliance on traditional practices for operations. 
In order to response to these finding, this repot has made some recommendation with set of integrated, evidence based action plans to optimise service quality and enhance preventative management, digital transformation for the customers journey and deeper integration of sustainability practice at the hotel.  
Each of these recommendation has been critically assessed and supported by industry based examples from other high ranking brands and underpinned through recognised change management models that includes Lewin’s three step model, Kotter’s eight step model, McKinsey 7S model as well as Deming Cycle (PDCA) model  to ensure effective implementation of the process. 
This report has also presented a detailed action plan that is translated the proposed strategic recommendations into clear, time specific initiative with defied outcomes, responsibilities and with estimated budget for the implementation of the proposed recommendations at the hotel. However, this report concluded that with adoption of structured, people centred and data driven approach to change at the Novotel Hotel of Cardiff Centre can enhance its service consistency, improve employee turnover and strengthen its customer satisfaction as well as achieve sustainable growth. 
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‘enough, even when busy. The location is great, close
‘enough to walk to both the city centre and the bay.
Express check-out was slick and saved time, and having
‘water refilstations in the corridors was a nice touch. The
It access via fob also made the hotel feel secure.

Stayed in December 2025

Reviewed: 5 January 2026

“Good hotel. Good value for money.
Excellent location.”

. Foi i young cricren
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© The lobby is very small and has no room to sit and relax.
It's either the room or the Restaurant but not many other
areas to sit. Also the main door is right next to the
‘gym/swimming pool door, so very cold when people
‘come out with wet hair and most guests only in swimsuit
and towel. Maybe something to look at.

© Breakfast was very good, although the scrambled egg
could use less liquid. But a very nice variety overall. The
location is excellent- very close and easy to reach to the
city centre. Swimming pool was great extra.

Stayed in January 2026
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© Everything was great! The only minor issue was that there
‘were no towels availzble at the pool during our New
Year'svisit. However, | totally understand given how busy
those dates are. Aside from that, we had a wonderful time.

© We had a great stay! The room was perfect, and we
‘especally loved the pool and jacuzzi. While the sauna was
unfortunately out of service, we really enjoyed the steam
ro0m instead. The gym was also excellent. We appreciated
‘everything opening at 7 am, which gave us plenty of time
10 exercise before enjoying a complete breakfast—the
crepes were lovely!

Stayed in January 2026

Reviewed: 5 January 2026
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© The room looks old, not modern. It should be renovated.
‘Some parts of the bathroom are not well cleaned. The
carpet should be changed, a lot of stains on it. It is okay
for a short stay.

“Manageable for a short stay”

mily with young chiren [R-

© The room is big and clean. The staff were friendly and

helpful.
My little child enjoyed the swimming pool.

Stayed in January 2026

Emma “Lovely hotel staff were fantastic shane

58 Urited Kingdor about the sauna”
Srevisu

Reviewed: 5 January 2026

© sauna wasn't working and was ane of the features we
booked for

© Easy access to centre large rooms friendly helpful staff

Stayed in January 2026
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Reviewed: 4 January 2026

“We liked our free upgrade and reception
was very friendly but wouldn't say its a
relaxing for couples without children”

 Douoi oo
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© The spa and pool was chaotic with kids allowed in the
steam room and sauna and whirl pool could swim for kids
splashing and getting in your way, this was p to 10pm at
night,
No space to hang towels/robes and only 5 loungers
Lockers were not secure, parking cost us £32 to park for 2
days would have been £50 if we hadn't have signed to be
members

© Clean and warm

Stayed in January 2026

Reviewed: 4 January 2026

“We've been a few times and oyr 7 yr old
son loves it."

@ The swimming pool and facilities there are a little dated
and could do with some TLC. Unfortunately the jacuzzi in
the hotel wasn't working the first night we were there but
it was fixed the next morning.

" Double Room R Stayed 1 night

© it convenient to the city centre and has parking. The bar
and restaurant are reasonably priced and there’s 2
swimming pool at the hotel. The staff re friendly and
attentive and | have to mention Eildih on reception who
was excellent, helpful and caring. Thank you.

Stayed in December 2025

—

© We would've liked some extra blankets for the beds and
the quilt s very thin.

© Fantastic hotel and facilities. Great value for money!
Me and the kids thoroughly enjoyed it.

Stayed in January 2026

Reviewed: 3 January 2026

. Foi i young cricren
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“Staff were lovely”
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