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In this consultancy report by AR Hospitality Consulting, it will discuss the issues that the Hilton London bankside, a major property under the Hilton brand, is facing. It is in the core business district of London. The report has established two major operating challenges, including elevated employee turnover and the necessity to adjust to post-pandemic guest expectations. These problems are hurting hotel performance like quality services provided, employee efficiency, and financial sustainability. 
Key Issues Identified
The challenges encountered by Hilton London Bankside have both internal operational and external pressures that are associated with the ongoing impact of the pandemic. These problems that are defined as the result of the extensive analysis of the hotel functioning are the turnover and the difficulty in adapting to new demands of guests after the pandemic.
Staff Turnover
The high employee turnover rate in Hilton London Bankside is affecting the daily operations in the hotel and causing higher costs in recruitment and loss of uniformity in services offered. This is a major problem in the hospitality sector, but the pandemic has aggravated this problem. The turnover rates in UK hospitality are more than 30% per year, as compared to the other industries. Hilton London Bankside is experiencing problems with retention of skilled employees that subsequently lead to service interruptions and failure in offering smooth experience as anticipated by its clients.
Adapting to New Guest Expectations 
The consumer behaviour developed due to the pandemic has changed the expectations of the guests. Hilton London Bankside has been lagging these changes especially in matters of digital services and hygiene. The contactless services that guests no longer want to receive are mobile check-ins and digital keys, and automated room service, and the guests are requesting increased hygiene standards. Hygiene and digital convenience became some of the primary concerns of guests about accommodation selection. 
Analysis of Issues
STEEPLED Analysis
An analysis through STEEPLED will be carried out to look at outside forces, including economic strains, technological changes, and the changing social values. These external forces are the growing need for digital capabilities in guest services, which is the direct reaction to changing consumer behaviour after the pandemic. 
SWOT Analysis
The SWOT analysis will indicate that Hilton London Bankside had several strengths, which included strong brand recognition and perfect location in London. It has other weaknesses in the retention of the staff and the gradualness in the adoption of digital technologies. The potential lies in the growing demand of digital services and sustainable tourism, whereas threats are the development of more competition among digitally advanced hotels and uncertainty of the market.
TOWS Analysis
The results of the SWOT analysis were utilised in developing strategic recommendations of the TOWS analysis. The hotel can use the advantages of Hilton London Bankside, like location and reputation, to become a leader in digital services and become the leader in sustainable operations in the hotel industry. 
Strategic Recommendations
Improve Employee Retention
Hilton London Bankside needs to provide a systematic employee retention policy that is based on training, career development, and well-being. Hilton will be able to enhance the morale of employees and minimize turnover by providing them with competitive benefits like wages, flexible work schedules, and career growth. Findings indicate that employers with investments in employee satisfaction have reduced turnover rates and increase in employee productivity. This will have a direct input in enhancing the quality of services and cut down on costs of recruitment expenses.
Adopt Digital Services
The hotel should invest in digital transformation to comply with the expectation of the guests of the longevity of contactless services and mobile integration. This involves the implementation of online check-in, online payment, and mobile entry to rooms. Hilton London Bankside should consider differentiating the guests' experience by embedding data analytics into the services delivered by the company and making the guests feel appreciated.
Sustainability Initiatives
With the growing need of friendly travel solutions to the environment, sustainability must be taken up by Hilton London Bankside including sustainable thermal systems, cut-down of wastes, and environmental-friendly facilities. It identifies sustainability as an essential factor that not only draws up greener consumers, but also leads to a long-term reduction in the expenditure of energy and waste management in hotels.
Costing and Budgeting
The application of these suggestions will involve an investment. The employee retention programme, digital transformation, and sustainability initiatives should cost the company £115,000 in total estimation. This is in consideration of training, technology upgrading, and sustainability that are fundamental to ensure that the Hilton London Bankside keeps up with the changing guest expectations.
Measuring Success
To establish the effectiveness of these recommendations, Hilton London Bankside is expected to follow various key performance indicators (KPIs) like the rate of employee turnover, customer satisfaction index, and energy of the bank. These indicators will assist the hotel to determine its success in overseeing the efficiency of its employee retention measures, online services, and sustainability protocols and enable the hotel to keep on improving.
Conclusion
Hilton London Bankside is experiencing serious challenges related to employee retention and the changes in the demands of the post-pandemic guests. With the recommendations that are presented in this report, Hilton can resolve those problems, improve its guest experience, and sustainability initiatives. The hotel has a strong brand, excellent location, and lead in sustainability, which will allow the hotel to rise above the existing challenges and become stronger in the competitive London hospitality industry.


[bookmark: _Toc211719935]Introduction 
Hilton London Bankside, as the branch of the world-renowned brand Hilton Hotels and Resorts, is in one of the crucial spots of the business district of London. The hotel is in a strategic location next to cultural sites and business centres giving it a perfect blend of luxurious rooms that appeal to businesspersons, who may be staying within a business context and leisure travellers. The Hilton London Bankside is an 8-storey hotel and it has more than 290 rooms, which are well-known because of their modern design and the high standards of hospitality (Hilton, 2025). Regardless of the good reputation, the hotel is struggling with some challenges, which have been aggravated by the COVID-19 pandemic effects. The current problem with the highest priority is staff turnover and the difficulties in meeting the demands of the new experience of the guest in the post-pandemic world.
Over the last few years, the hospitality sector especially in London has been grappling with high turnover of the employees that has greatly affected the efficiency of the operation and the customer service. The pandemic has caused the change of expectations among guests to have more digital services and increased hygiene rates. These issues present serious business challenges that the hotel must be creative in adapting the evolving needs of both the employees and the customers to retain its competitive advantage in the market (Thao, 2025). Staff turnover problem has cost the company more in the recruitment and training of staff and the new demands of the guests have forced the hotel to respond quickly affecting the quality-of-service delivery and the reputation of the hotels (Salama et al., 2024).
This consultancy report will provide full solutions to help Hilton London Bankside deal with these challenges. As a professional consultancy firm that deals with the management of the organisation, it possesses the expertise needed to assess these problems and work out the solutions. The business advisor company, AR Hospitality Consulting, boasts of having a profound knowledge of the hospitality business with the application of systematic frameworks and applications of practical strategies to enhance operational excellence. They are operating on a solution that consists of change management and strategic analysis coupled with a human capital management plan to enhance retention of staff and guest satisfaction.
To examine the problems of Hilton London Bankside, this study will apply 3 frameworks, i.e., STEEPLED, SWOT, and TOWS. These models play a significant part in ensuring that a comprehensive picture of the internal and external factors influencing the hotel is given: 
STEEPLED Analysis will aid the hotel to evaluate the external environment, where they will determine social, technological, economic, environmental, political, legal, ethical, and demographic forces, which affect the operations of the hotel. These aspects are important to comprehend how to cope with the post-pandemic environment and adjust to changes in the hospitality industry in the future.
The internal analysis will be targeted by SWOT analysis revealing Strengths, Weaknesses, Opportunities, and Threats of the hotel. Such analysis will establish small gaps that the hotel is doing well and where they should do better, especially regarding employee satisfaction and quality of services to guests. In this way, hotel productivity and profitability have been bolstered. 
TOWS Analysis will also be used to build the SWOT results to plot strategic alignment of the hotel strength to opportunities, eliminate weaknesses, and respond to the external threats. The framework will mainly drive the formulation of practical recommendations to Hilton London Bankside to make sure the bank will survive in the long-term and expand in the London competitive hospitality market.
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Figure 1: Hilton London Bankside Hotel, UK 
(Source: Hilton, 2025) 
Hilton London Bankside, though a branch of the internationally-established Hilton Hotels and Resorts chain, is struggling with several problems that put the efficiency of its business and customer satisfaction at stake (Noordzife, 2014). The key problem is the high turnover of employees that has been increased by the evolving needs of the post-pandemic hospitality sector. Another obstacle is that the hotel faces difficulties in fulfilling new demands of guests who have changed as a reaction to the COVID-19 pandemic (Whittington et al., 2020). These problems have led to a ripple effect on the quality of service offered by Hilton London Bankside, costs of operation, and streams of revenues. Against these challenges, Hilton London Bankside will need to change its operations to accommodate the staffing requirements and improve the guest experience to continue remaining competitive in the ever-changing hospitality industry. 
High Staff Turnover: 
The problem of high staff turnover in the hospitality sector is an old occurring issue and Hilton London bankside has not been exempted. The study of the ONS (2025) has demonstrated that the hospitality industry in the UK has a higher than the rest of the national industry turnover, coming at an annual rate of more than 30%. Hilton London Bankside as a subsidiary brand within the Hilton brand has not been any exception as staff attrition has risen sharply since the pandemic. In the hospitality industry, turnover among the staff is a disruptive factor on its own, since the same level of service over time is a virtue in sustaining brand image and consumer base. A high turnover causes a rise in the expenses of the recruitment process, the necessity to train the staff regularly and a shift in the consistency of the services (Mohsin et al., 2023).
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Figure 2: Reasons behind High Employee Turnover in UK Hospitality Landscape 
(Source: ACAS, 2025) 
These issues have been compounded by the COVID-19 pandemic, as some employees demanded stable or flexible working conditions, or were put on furlough because of the pandemic, resulting in low morale and the number of voluntary resignations has risen. This has aggravated the workforce at Hilton London Bankside that indicates that approximately 60% of employees working in the hospitality industry in the UK consider leaving the industry because of poor working conditions, a situation that has put the sector under additional pressure (ACAS, 2025). Staff turnover is a challenge as the hotel tends to lose highly-experienced employees and recruit inexperienced staff who need training and might not be conversant with the standards of the brand resulting in a mixed experience on the customers (Buttrick, 2009). 
Adapting to New Guest Expectations: 
The second problem that Hilton London Bankside deals with is the expectation of the guests that were changed after the COVID-19 pandemic. The visitors expect higher levels of digital interaction and excellent sanitary measures and this means that the operations will need to be changed substantially. As Cheng et al., (2023) stated that guests are increasingly opting to visit hotels during contactless check-in with half of them demanding mobile apps to receive such services as room service, entering, and leaving rooms. Hilton London Bankside, like most hospitality sector players, has been lagging in implementing these technologies in its operations, making it susceptible to competition by more nimble technological based competitors. 
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Figure 3: UK Hospitality Sector Growth 
(Source: ONS, 2025) 
Apart from the digital services, the expectations of the guests as far as hygiene and cleanliness is concerned have increased. The effect of the pandemic on the hospitality industry is reflected in the fact that the preferences of the guests have changed radically with cleanliness and sanitation becoming not only an expectation but one of the priorities. According to a report by the ONS (2025), guests are focusing more on the hygiene practices and 3 out of every 4 guests claim that they consider the cleaning of certain practices when deciding on the number of guests to book their rooms. Hilton London Bankside has acted by enhancing its cleaning measures, yet it has not entirely incorporated any contactless technologies and customised services that would meet the current rising guest demands.
To fit in this new reality, Hilton London Bankside must invest in technological systems to provide the smoothing guest experience and guarantee that the aspects of high hygiene are followed through all the touchpoints of the hotel, check-in to room service. The use of technology would play a vital role in improving guest satisfaction in the post-COVID world where flexibility and convenience are no longer bargains to the guests (Mavridopoulou and O’Mahoney, 2020). 
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The STEEP analysis is useful in determining the macro-environmental forces that could be causing the current problems facing Hilton London Bankside. 
	Factors
	Impact on Hilton London Bankside

	Social
	The pandemic has shifted guest expectations towards contactless services and increased hygiene standards. Flexible working conditions are becoming a priority for employees, making it challenging for Hilton to retain staff in a competitive job market (Hilton, 2025).

	Technological
	Hilton London Bankside has been lagging in digital transformation measures, such as touchless cheque-ins, automation in rooms, and mobile applications serving as the service to guests. The hotel is disadvantaged about technological lag against the competitors (O’Mahoney, 2021). 

	Economic
	The workforce in the post-pandemic economic recovery has led to labour shortages and wage requirements. The hotel is undergoing a challenge of increasing operational expenses, resulting in increase in the wages, training programmes, and investments on digital infrastructure. The current economic climate does not allow forecasting the demand and personnel requirements in the future (ONS, 2025). 

	Environmental
	Hotels are now under increased pressure to become sustainable in their operation, including through energy-conservation, waste management, and provision of facilities that are environmentally friendly. Hilton London Bankside will be able to take advantage of the growing interest in sustainable tourism by ensuring green-based efforts are included in its service offerings (O’Mahoney, 2021). 

	Political
	Health and safety regulations by the government and particularly since COVID-19 are issues that Hilton London Bankside is currently grappling with. The hotel will have to adhere to the highest standards of safety and adjust to new standards as new variations of the virus appear (ACAS, 2025). 

	Legal
	When the hotel gathers data on its guests via digital means, it should adhere to the data protection laws such as GDPR. Hotel should comply with labour regulations touching on employment contracts, wage rates and employee perks that are increasingly taking more relevance (Kipping and Clark, 2012). 

	Ethical
	Hilton London Bankside should seek to deal with the ethical aspect of high staff turnover by ensuring that it invests in employee welfare programmes, salaries, and career betterment. It should make sure that all the digital systems are non-discriminatory and not limited to any guest (Alreahi et al., 2022). 

	Demographic
	The demographic changes in London, especially the increasing number of digital natives and sustainability-conscious travellers, create a demand for eco-friendly and digitally-integrated hotel services. Hilton London Bankside must meet these shifting preferences to remain competitive in the market (Kipping and Clark, 2012).


Table 1: STEEPLED Analysis 
(Source: Self-made) 
The analysis of STEEP has given a vision of the external pressures that Hilton London Bankside will have to face, including innovations in technology and sustainability initiatives with adherence to the health and safety standards (Subramaniam et al., 2011). All these aspects play a crucial role in the hotel plans of staff retention and adjustment to customers. 
[bookmark: _Toc211719939]SWOT Analysis 
The SWOT analysis provides an internal analysis of Hilton London Bankside. The analysis assists in establishing strategic directions that can be used to capitalise on the company strengths and overcome weaknesses. 
	Strengths
	Weaknesses

	Established brand recognition and global reputation (Hilton, 2025)
	High staff turnover leading to recruitment costs and service inconsistency (Toanoglou et al., 2022)

	Prime location in London’s business district (Buhalis et al., 2023)
	Slow adoption of digital guest services impacting customer experience (Sachdeva and Singh, 2024)

	Strong loyal customer base (Hilton, 2025)
	Limited employee training programs affecting service quality and staff satisfaction (Srivastava and Kumar, 2021)



	Opportunities
	Threats

	Growing demand for eco-friendly tourism and sustainable services (Hall et al., 2023)
	Increased competition from digital-first competitors (Ben Youssef and Zeqiri, 2022)

	The potential to enhance digital guest experiences (Kim and Han, 2022)
	Economic downturn reducing customer discretionary spending (Camilleri and Valeri, 2022)

	Ability to innovate with contactless technology and guest-centric digital services (Hilton, 2025)
	Post-COVID uncertainty and labour shortages impacting operational stability


Table 2: SWOT Analysis 
(Source: Self-created) 
It shows that Hilton London Bankside has strengths that can be used to counter the challenges the company must deal with. These strengths include brand recognition and its location. However, poor staff retention and slow adoption to digital technology should be counteracted to seize unravelled opportunities in sustainability and technology (Giousmpasoglou et al., 2021). 
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The TOWS analysis, based on the SWOT analysis, can be used to determine strategic actions that can be undertaken by Hilton London Bankside to leverage the weaknesses and threats to power and opportunities. 
	INTERNAL FACTORS 

	EXTERNAL FACTORS 
	
	Strengths: 
Strong brand value 
Location benefits 
Loyal customer base 
	Weaknesses: 
High staff turnover 
Poor digital adoption 
Lacked staff skills 

	
	Opportunities: 
Sustainability 
Digital agility 
Health and Safety 
	SO: 
Sustainable tourism 
Location advantage to attract customers 
	WO: 
Employee training investment 
Digital Agility 

	
	Threats: 
Stiff rivalry 
Economic crisis 
Uncertain market 
	ST: 
Global recognition 
Location advantage with packages 
	WT: 
Employee welfare 
Technological Advancements 


Table 3: TOWS Analysis 
(Source: Self-made) 
The strategic opportunities identified in the TOWS analysis include the ability to use the brand of Hilton as a tool to sell sustainability and digital transformation projects to attract guests and increase retention of employees. The staff turnover problem should also be targeted with the help of the staff training and welfare programs, as it is the solution to the service consistency and enhanced customer satisfaction (Baron and Armstrong, 2007).  
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Hilton London bankside has a great challenge of operating in the post-pandemic hospitality environment and the two major concerns include:
Staff Turnover: 
There is high turnover at the staff level and this is one of the issues that does not leave any rest to the operations because recruiting and training new employees is costly and affects the overall experience of the guest. This is increased by the workforce unavailability and dissatisfaction in the hospitality sector, where turnover rates can be observed throughout the industry (Ritchie and Jiang, 2021). This hasty turnover of staff in Hilton London Bankside contributes to the irregular quality of guest service provided, which may reduce brand and profits of the hotel (Kuo et al., 2022).
Adapting to New Guest Expectations: 
The pandemic has changed the behaviour and the expectations of the guests on a fundamental level. Contemporary visitors are requested digital-based facilities, where guests can check in without contact or use a smartphone to enter their rooms, and an improved level of hygiene (Brierley, 2006). Though Hilton London Bankside is established and reputed, it has not been successful in adopting these digital advancements as fast as the needs of the new guests would warrant. Without a smooth upgrade to the new modern guest service technologies and hygiene standards, the hotel will be at a disadvantage without their adoption as competitors adopt them more rapidly than the hotel (Hayes, 2022).
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To overcome the challenges, it is suggested that the following are the recommendations:
Enhance Employee Retention via Well-Being: 
One of the most harmful problems that have a direct impact on lowering the quality of service is staff turnover, which Hilton London Bankside must cope with. A staff retention plan must be adopted and it is to concentrate on the welfare of the staff, training, and development of the staff. 30% of the turnover is reduced in organisations that place emphasis on employee satisfaction and well-being (López‐Gamero et al., 2023). The area that Hilton should explore in a bid to develop a desirable workplace is through flexible working hours, competitive benefits, and provision of mental health. Such a strategy is consistent with strategic emphasis on employee satisfaction and has a direct influence on retention and corporate success (Denizci Guillet and Chu, 2021). 
Integrate Digital Guest Services for Seamless Experience: 
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Figure 4: Challenges faced in Digital Transformation of Hospitality 
(Source: Wanhill, 2022) 
Hilton London Bankside needs to upgrade technology to improve the guest experience in a bid to meet the expectations of its guests in the post-pandemic period (Limna, 2023). The contactless check-in/out, the implementation of the digital room keys, and the reducing of order the room service towards endeavouring automated will not only satisfy the contemporary customer preferences, but also enhance the performance of the operations. As mentioned by Cheng et al., (2023), digital transformation in a hospitality environment is critical in enhancing customer satisfaction and staying competitive. Clients are now demanding walk personalised services, a fact that could be realised using data analytics to customise services to personal tastes or preferences. The investment in such technologies will enhance the experience of the guests and facilitate the work, making it a valued activity that does not involve as many physical labour resources (Fisman and Sullivan, 2014). 
Sustainability Initiatives increasing Brand Loyalty: 
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Figure 5: Environmental Sustainability Indicators across Hotels 
(Source: Somera and Petrova, 2024) 
With sustainability becoming a critical consideration among the consumers, Hilton London Bankside must tap the opportunities presented by the trend by introducing green practices in its operation (Errida and Lotfi, 2021). Energy saving systems, recycling, green facilities, and others would attract nature-loving customers and create a good brand image of the hotel. Tanveer et al., (2024) argued that hotels, which implement green HRM and are concerned with sustainability, can become much marketable, and draw an increasing number of environmentally-conscious travellers. Hilton London Bankside must place emphasis on sustainability tourism by using its strong location and international reputation (Johnson, 2005). 
[bookmark: _Toc211719944]Change Management Practices and Procedures 
The adoption of these suggestions will take time with a well-planned turnover management to avoid interfering with the hotel business (Shulga, 2021). The change will be facilitated by the following strategies: 
Employee Well-Being and Training: 
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Figure 6: Kotter’s 8-Step Change Management model 
(Source: Kotter, 2012) 
To solve the issue of staff turnover, Hilton must adopt an elaborate training and development program that would not only be relevant on skills advancement, but also on employee morale. Based on the 8-step model of change management developed by Kotter, it is paramount to generate a rich sense of urgency concerning the necessity of change both on the level of management and employees (Kotter, 2012). The managers are supposed to be trained in ways that will promote an open communication culture where they are ready to receive feedback and address employee concerns promptly (Leyva and Parra, 2021). The introduction of well-being programs should be reported, so that every employee should be aware of the benefits provided by the organisation, like mental health, career advancement, and the possibility to work flexible hours (Whittington and Molloy, 2005). 
Digital Transformation in Guest Services: 
It involves applying digital services and the upskilling of the current staff, and recruiting new technology-friendly employees to coordinate and control the deployment of mobile apps, automated check-ins, and mobile concierge services. Burnes (2014) emphasised that the role of effective leadership is required to support the process of adopting new technologies in organisations and making sure that every employee is oriented to the hotel digital transformation objectives. The training programs ought to be designed in such a way that this enables the employees to have the relevant skills that they can utilize to work and manage these systems. Hilton needs to offer rewards to employees who manage to adapt to the new technologies successfully (Salama et al., 2024). 
Sustainability Practices: 
To introduce sustainability efforts, cross-departmental cooperation and investment in green technologies will be necessary. The sustainability change management process must be aimed at informing the staff about the relevance of eco-friendly practices and their significance to the environment and brand of the hotel. One of the goals Hilton needs to set up is to be sustainable through carbon reduction, waste, and energy use, and to track improvements consistently. The management of the hotel ought to express such objectives clearly to the staff and this would establish a sense of ownership and responsibility (Ottenbacher et al., 2025). 
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The implementation of the suggested strategies should be reviewed periodically to make sure that they are producing the intended results (Belias and Trihas, 2022). The success may be measured by several key performance indicators (KPIs): 
	Metric
	Target
	Measurement Method
	Success Indicator

	Employee Turnover Rate
	Reduce by 20%
	Track turnover rates pre- and post-implementation
	Reduced turnover and higher staff retention

	Guest Satisfaction
	Increase by 15%
	Guest surveys and online reviews
	Improved satisfaction scores and positive feedback

	Digital Service Adoption
	80% of guests using mobile check-ins
	Monitor digital engagement
	Increased guest usage of digital services

	Sustainability Performance
	Reduce energy usage by 10%
	Track energy consumption
	Lower energy costs and positive sustainability reports


Table 4: KPI Measurement 
(Source: Self-developed) 
Employee Retention Rate: 
Hilton London Bankside needs to monitor the staff turnover rate prior and after the well-being and training programs (Zhang et al., 2023). These initiatives would be successful once a considerable decline of turnover occurs. After such programs are in place, the employee satisfaction survey may prove to be an effective instrument in determining employee engagement and morale. As Newton (2010) denoted, employee feedback should be consistent to enable organisations to determine the efficiency of retention strategies.
Guest Satisfaction: 
Hilton will need to monitor the satisfaction rates of guests by conducting post-stay surveys and reviewing websites like TripAdvisor and Google (Wanhill, 2022). Growth in favourable feedback concerning digital services, check-in experience, and becoming hygienic would reflect the effectiveness of the digital transformation campaigns. Mehta et al., (2023) stated that the guest satisfaction is associated with the quality of contactless services and personal experiences and the periodic observation of these indicators will serve as adequate feedback.
Sustainability Performance: 
Hilton, if it wants to assess the effect of sustainability practices, ought to monitor energy use, water use, and wastes generated before and after the introduction of green practices. They will enable Hilton London Bankside to understand whether it is achieving its objectives concerning the environment (Bullock, 2024). The leadership team of the hotel needs to be identified with consumption reports of green initiatives to ensure continuous improvement. Prakash et al., (2023) proposed that the sustainability audit is a critical tool in the success monitoring of eco-friendly strategies.
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Effective performance of these strategies will have some advantages: 
Improved Employee Retention: 
The investment in employee well-being and training will result in the rate of turnover reducing in Hilton London Bankside by enhancing service consistency. The feared employee will be felt more appreciated hence more job satisfaction, which will result in a better experience to the guests (Booth and Billington, 2024).
Enhanced Guest Experience: 
With the service of digital integration, Hilton London Bankside will be able to fulfil the changing expectations of the guests, enriching their experience to the utmost extent. The prospective outcome of this is enhanced guest satisfaction scores leading to a higher booking rate, customer retention and improved positive reviews plays a significant part in acquiring new customers and retention (Sarah Milne, 2022).
Increased Marketability: 
The implementation of sustainability will help the hotel to improve its brand image and attract the attention of the environmentally-conscious customers. This will see Hilton London bankside take advantage of the increasing popularity of eco-tourism, which will make it more appealing to sustainable travellers (Grincheva, 2024).
Financial Efficiency: 
There will be initial expenditure towards these changes in form of technology upgrades and employee training, the long-term financial rewards will take over the initial expenditure (Ali and Anwar, 2021). A higher retention of staff will lower the costs incurred in the recruitment and training process and the introduction of digital services and sustainability programs will make the operations more efficient and ensure loyalty of the guests, leading to an improvement in profitability (Nairn, 2023).
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The expenses involved in the implementation of the proposed strategies will depend but should not be ignored to achieve success in budgeting: 
	Recommendation Areas
	Estimated Cost
	Details

	Employee Retention Programs
	£30,000
	Includes training, career development, and well-being programs.

	Digital Transformation
	£50,000
	Costs for mobile apps, contactless check-ins, and tech integration.

	Sustainability Initiatives
	£20,000
	Investment in eco-friendly systems and amenities.

	Training Programs for Digital Tools
	£10,000
	Costs for staff training on digital systems.

	TOTAL COST
	£115,000


Table 5: Costing 
(Source: Self-made) 
Employee Retention Programs: 
The expenses will consist of training programs, well-being programs, and possible increments on salaries. These programs would require a detailed budget of £30,000 that would be taken care of.
Digital Transformation: 
The price of installing the systems of the contactless cheque-in, mobile applications, and digital keys will take the initial investment of about £50,000 in the form of the software development, system integration, and the training of the staff.
Sustainability Initiatives: 
Green technologies and the adoption of greener practices would cost an initial investment of £20,000, which would be purchased in the form of energy-saving equipment and waste management systems.
These are affordable considering the state of the hotel and its potential earnings.  The anticipated long-term profits, like employee satisfaction and brand loyalty and the efficiency of operations, will pay off the initial investment many times over (Pope, 2022).
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The action plan presented below contains a concise approach that Hilton London Bankside can use to tackle the issue of staff turnover and digital transformation discussed in the analysis. It offers solutions, intended results, time and cost to implement the changes that are proposed successfully (Pragnell, 2021). Moreover, it has also been said that this action plan has helped Hilton hotel to improve its existing services and workplace system to boost staff morale and productivity. 
	Number
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	1
	High Staff Turnover
	Implement a comprehensive employee retention program focusing on training, career development, and work-life balance.
	Reduce staff turnover by 20%, enhance employee satisfaction, and ensure better service consistency.
	6 months
	15th May 2026
	£30,000

	2
	Lack of Digital Services
	Introduce contactless check-ins, mobile room access, and automated room service ordering.
	Increase guest satisfaction by 15%, streamline operations, and ensure Hilton remains competitive.
	4 months
	30th March 2026
	£50,000

	3
	Post-COVID Guest Expectations
	Develop personalized guest experiences using data analytics to predict preferences.
	Improve guest loyalty and repeat bookings by 10%, based on personalized services and engagement.
	5 months
	31st May 2026
	-

	4
	Lack of Sustainable Practices
	Integrate eco-friendly amenities, waste reduction programs, and energy-efficient systems.
	Attract eco-conscious travellers and improve Hilton’s brand image, resulting in increased bookings.
	6 months
	30th June 2026
	£20,000

	5
	Employee Training Gaps for Digital Tools
	Launch training programs to upskill staff on digital tools, including mobile apps and guest-facing tech.
	Ensure staff adaptability to new technologies, leading to improved operational efficiency and guest service.
	3 months
	15th March 2026
	£10,000

	6
	Inconsistent Hygiene Standards
	Standardize cleaning protocols and introduce contactless cleaning options for guest rooms.
	Increase guest trust and satisfaction, reducing negative feedback related to hygiene.
	2 months
	28th February 2026
	£10,000


Table 6: Action Plan 
(Source: Self-made) 
The action plan will work on the issues of staff turnover, technological integration, and post-pandemic guest expectations in the Hilton London Bankside. The solutions are designed in such a way that they have a sustainable change and the efficiency of operations and improved guest satisfaction (Ashbee and Luxford, 2024). 
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This report has placed an elaborate examination of the issues that the Hilton London Bankside is presently experiencing in the after-pandemic hospitality market. By focusing on the turnover of the hotel and the necessity of adjusting to the expectation of new guests, it has come up with several areas that must be intervened in. The suggestions in this report will focus on employee retention, guest experience by digital transformation, and sustainable practices with the hope of ensuring that the hotel continues to be competitive in the dynamic market.
The main findings are the following:
In Staff Retention, high rate of staff turnover is a major problem affecting the service delivery rate and escalating recruitment expenses. The intended action plan to introduce a holistic employee retention program considering training, career development, and wellness will not only help in minimising turnover, but also improve job satisfaction and commitment. Well-rounded employee development program could increase retention rates and service quality to a considerable extent, so the bottom line of Hilton could be positively affected.
In Digital Transformation, change in the expectations of guests to contactless services and the unique experience has put Hilton London Bankside under pressure to change its operations. The suggestion to invest in mobile apps, automated check-in, and entry to the rooms are based on the current tendency in the hospitality industry of the world to integrate technology. The change will support the increasing need in digital convenience and make Hilton a leader in the technological sphere in the competitive London market.
In Sustainability Programmes, as the concern regarding the effect of environmental responsibility grows, it is essential to implement a sustainable program at Hilton London Bankside. The efforts to introduce greener facilities, energy-saving solutions, and waste management will enhance the brand image of Hilton, not to mention eco-friendly travellers, which is the large market segment. This is in line with the Hilton's global corporate responsibility goals, as they present in their sustainability reports.
In Change Management, success of these recommendations will depend on effective change management. Based on the Kotter 8-Step Change Model, it has identified the process required to support this change. To facilitate the changes in Hilton London Bankside, generating a sense of urgency, forming a change coalition, and maintaining continuous communication will facilitate the change. The model involves focusing on leadership and employee participation in bringing change and making these efforts accepted and maintained throughout the organisation.
The action plan mentioned in the report provides a clear roadmap that Hilton London Bankside should follow. The recommendations are associated with the results and a specific budget to make sure that the hotel will be able to track its progress and measure success. The ability of the hotel to implement these strategies is in tandem with the capacity of the hotel and the projected long-term returns that comprise boosted morale of the staff, satisfaction of guests, and brand loyalty.
In Impact Measurement, KPIs will be used to evaluate the success of the strategies including the rate of employee turnover, the score of customer satisfaction, and the rate of sustainability. These will aid Hilton London Bankside in measuring the effectiveness of the changes that will be made and make changes when necessary.
It is possible to state that Hilton London Bankside could not only overcome the impacts of the challenge related to the pandemic, but also become a leader within the sphere of digital hospitality and sustainability. Through employee retention, digital innovation and sustainable operations, the hotel will build a better reputation, enhance the quality of its services, and make a profit in the London competitive market. The change management theory and strategic frameworks have a step-by-step guideline that, if followed, will help the Hilton London Bankside in the transitioning process from being a hotel that only focuses on the guests to becoming a hub. 
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