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[bookmark: _Toc1634985801]Executive Summary
The following report is conducted by All In Jeler Consultancy, an innovative company known for the strategic positive results obtained with 20 years of experience in the field. Hyatt Regency Birmingham UK is the hotel that will be analysed in depth, using multiple models and frameworks to obtain the result as following:
On the first part of the report, analysis will be conducted using Diagnosis stage where numerous negative reviews can be observed regarding staff and management attitude, low pay and outdated rooms. To find the root cause Mckensey 7s Model, 5 WHYS and STEEPLE Analysis framework will be presented with the purpose to highlight the cause of negative brand reputation, as in the presented scenario, is management. The STEEPLE Analisys will present top trends such as Marriott that has an innovative software for bookings and payments, The Grand Hotel Birmingham that enhanced their sustainability levels using flow restriction for water and energy, cost of living, employee turnover levels and future flexible working schedule law. All the factors will present potential opportunities for Hyatt Regency extracted from expert opinions. In the following part of the report, recommendations and change management plan and strategies will be analysed in order, evidencing transparency and communication. Beginning with Stakeholder Mapping and continuing with Kotter’s 8 Steps Model of Change. On this part of the report every step will highlight the improvement of the strategy purposed. First step includes the communication of the issues through a presentation held with the help of Change Agents (designated employees from Hyatt Regency) with transparent schedule for regular meeting. On second stage will be a list with chosen Change Agents. Third stage is about the vision of future Hyatt Regency including direction, strategy, priorities, management performance, engagement and renovation vision. All aspects have the purpose to enhance employee morale and discuss with members of the business the potential benefits of the vision. On fourth stage is about communication and how will the changes be communicated to all stakeholders of the company depending on their level of high and low power as explained in Stakeholder Mapping. Fifth stage refers to feelings, one-to-one sessions and chasing the level of change produced. Sixth stage is about rewards and celebration of small wins using vouchers, gift cards, goodies and management boards with the purpose to increase the level of job satisfaction. Seventh stage will evidence the improvements, gaps and upskilling needs, creating an innovative way for training sessions using strategic gaming and monitor closely the employee’s activities. Final stage will evidence the legal procedures, how managers must be an example to follow and why regular reviews of the employees is important. Followed by implementation process and costs of the proposed strategy, an action plan evidencing the problem, solution, outcome, time scale, as per the presented scenario is 3 months and the planned budget that reached to £124.000 approximately. The report will end with a conclusion to evidence the main issues found, the strategy and the solution proposed for the following project of Hyatt Regency Birmingham and the full reference list of the expert opinions
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The following report focuses on Hyatt Regency Hotel Birmingham UK, highlighting current issues discovered during research. The reviews of customers and ex-employees suggest that Hyatt is facing a negative impact on their reputation and customer service. On long term, damage of brand reputation and unpleasant guest experiences could make Hyatt a less attractive place to visit and to join the company. The stages the report will confirm that Hyatt must work towards attitude of their employees and refurbishment of the hotel. To enhance and clarify what are the hotel needs, thorough analysis will be conducted, using diagnosis and Mckensey 7s Model, followed by 5 WHYS and STEEPLE analysis to evidence what are the negative and positive factors that impacts the hotel, including trends and current circumstances such as living cost, sustainability changes, political, legal and ethical factors that will provide a potential opportunity for Hyatt Regency. After the analysis, recommendations and management change section will provide solutions using a stakeholder mapping and Kotter’s 8 steps model of change. In this section, a clear strategy with schedules, timescale and costs will be provided to ensure that transparent and clear information will be forwarded to the business stakeholders. To enhance all the information provided on the above section, an action plan with clear figures that include the problem, solution, outcome, completion date and budget will be presented as a resume of all the previous stages mentioned. Finally, in conclusion will be highlighted all the important aspects of the following report, considering all the potential benefits and the strategies used in change management with the purpose to enhance customer experience and reduce the current level of problems that Hyatt Regency seems to have.
The history of Hyatt Regency Hotel Birmingham begun in 1990 until 2002 when Hyatt was under third-party management. In 2013 a significant renovation was done as the hotel was hosting annual and major political conferences at the time, including private parties for important figures. The hotel is situated on walking distance from Birmingham’s Symphony Hall, Indoor Arena, Bull Ring and Mailbox shopping centre. Regarding design, the hotel is a full glass-fronted building situated in city centre of Birmingham UK. 319 suites and luxury rooms, Presidential Suite, Amala Spa & Club for beauty and wellness treatments, indoor swimming pool with fully furbished gym, signature Aria Restaurant, Pravda Bar and 10 event and meeting rooms (Hyatt, 2025). The number of employees is 200 from which 70 are in higher position of leadership (LinkedIn, 2025). One of the WOW factors, part of the personalised guest experience, represents the warm welcome strategy that Hyatt has in place for their new, occasional and regular customer. The organisation provides in room arrival sweet treats with chocolate handwriting message. As the hotel is well known for their meeting and event spaces making them a popular choice for business travellers and companies, Hyatt has happy-hour evenings for two hours where drinks and snacks are offered from the house as a strategy to enhance guest experience (Jamie and Kev, 2025). The investors and owners of the hotel are part of Otaiba investment Group since 2016, however, remaining in the corporation of the Hyatt Regency Group (Hyatt, 2023).
About the Corporation: Jay Pritzker founded Hyatt in 1957 at Los Angeles United States (Jones, 2016). According to Statista (2025), Hyatt owns, franchises and manages over 1350 hotels in 79 countries. 
About All In Jeler Consultancy: Founded in 2005, All In Jeler Consultancy is a dedicated company in providing practical and innovative solutions to businesses facing complex challenges. The mission of the company is to empower our customers with strategies and knowledge they need, to obtain a positive outcome in today’s market. The business offers services like change management, operational efficiency, strategies and planning and financial advising. The reputation of All In Jeler Consultancy confirms the number of clients happy with the service provided as can be seen in company’s Reviews Section. The team is comprised of experienced consultants with high qualifications and diverse backgrounds. For example, Alin Jeler has over 20 years of experience in this field, foundation member of the company, with numerous successful projects as a Top Leader in the financial expertise. All company’s past project can be seen on All In Jeler Consultancy website (Chandna, 2023).


[bookmark: _Toc1035524913]Analysis
Diagnosis
One of the main issues of Hyatt Regency Birmingham, extracted from customers feedback are highly related to outdated rooms, staff attitude, including managers, hidden parking charges and cleanness as seen in Fig.1.
[image: ]Figure 1 – Customer Reviews (TripAdvisor, 2025; Hyatt, 2025; Kayak, 2025)
On the other hand, ex-members of the staff have left negative reviews in regards staff attitude, hours and recognition levels as seen in Fig.2.
[image: ]Figure 2 – Staff Reviews (Indeed, 2025; Hyatt, 2025)
According to Siljander (2008), employee turnover has direct and indirect impact on the business, resulting in excessive costs, affecting the business’s relationship with customers by damaging the reputation and morale of the company, creating challenges in the ability to retain and attract new employees. Furthermore, the source highlights that knowledge and skills acquired while employee was at the company, costs the business up to three times of their annual salary to replace and train new talent. Another aspect are the consequences of staff turnover “because a person leaving creates a whole in the network” (Deogratias, 2010), while employees must pick the work of existing peer who left, such as tasks and shifts until new staff is contracted, plus the relationship that employees had with existing peer may suffer changes in accepting new employees and have the patience to allow time for adaptation.
As can be seen from the above, Hyatt Regency Birmingham has cultural and people as internal organisational problems. Furthermore Gov (2025), highlights that Hyatt had serious issues with administration and replacement of admins in various times, including insolvency order in regards admins in 2013. 


Mckinsey 7s
Structure: The organisational structure of the corporation is hybrid, combining divisional and functional elements, allowing the business to manage diverse services globally. The structural goal is to reduce the number of losses in production and number of complaints by developing and test new systems for quality management (Hyatt, 2023). Operational Director is Vivek Joshi and Rebecca Morris is the Event Manager. Continuing with the General Management, Mohammad Labban (LinkedIn, 2025), the GM is vaguely present on media, last post was over 30 days ago suggesting “Join Our Team at Hyatt Regency Birmingham”. Further research on TripAdvisor, Kayak and other review websites have no response to most of the complaints. 
Strategy: Apart strategic location and full range of services, the hotel has extra services such as allergy-free accessible rooms, Part of their strategy is to sell and lease back properties, including Hyatt Birmingham UK as a recycling strategy that allows corporation to optimize and maintain brand presence (Hyatt, 2025). Further, their intention is to expand their luxury brand portfolio in India and grow their global presence by enhancing employee engagement and offering unique experiences for guests.
Systems: In terms of technological systems, Hyatt is using Oracle OPERA Cloud (PMS) and Sabre’s SynXis to ensure accurate safe and data (Texas, 2024). To communicate effectively with customers, Hyatt is using Zingle channel part of Medallia, WhatsApp groups for internal communication and social media platforms. Furthermore, the corporation has Employee Stock Purchase Plan for insurance of all the internal members of the corporation (Hyatt Report, 2023). Another aspect is the Privacy Policy that the corporation is collecting from customers such as IP address, device info, location, browsing activity, movements and clicks including time spent on website, personal and financial data and sensitive info such as health information, however with “lawful reasons to use” (Hyatt, 2024).
Skills: Globally, Hyatt is offering training for employees in cybersecurity, payments and software developers to decrease the number of mistakes that can harm the reputation of the business, comprehensive programs for professional development, a growth and learning environment to enhance customer experience using programs like MyLearning, eCornell for certification and skill development, self-paced courses, articles and podcasts to ensure a healthy employee development (Hyatt Report, 2023).
Style: The management corporation style is focused on guest and employees with care for people creating supportive and welcoming environment for new guests and employees. The corporation has a guide named “We care Enough to Speak Up”, where decisions are taken under the guidance of senior management team that help local managers to take the right decisions for the business (Hyatt, 2025). 
Staff: The hotel chain invests in trainings and development programs, recognition and rewards programs to motivate their employees, systems that allows the company to monitor employee performance and improvement and management practices for diversity and inclusion (Hyatt, 2025). On Glassdoor (2025) are many reviews suggesting that Hyatt has high turnover on staff reason being low rates of pay and poor management. Hence Financial Report of Hyatt (2023) suggests that a high percentage of their employees are from third parties.
Shared Values: “We care for people so they can be their best” (Hyatt, 2025). Furthermore, on Investors Relations Report (2025) of Hyatt, is a section named “Hyatt Ethics Reporting Site”, where employees and customers can fill a report, anonymously regarding actions that violate Hyatt's policies or unethical activities. Same source confirms that Hyatt is part of “World of Care”, suggesting that Hyatt has high environmental standards, highlighting the importance of people culture and wellbeing with ethical and clear business practices.

5 WHYS
1. Why the customers complain about staff attitude, including managers suggesting that wrong payments are taken, and rooms are not clean properly? Because the hotel seems to have a problem, especially with staff turnover. On Indeed (2025), employee comments highlight that most ex-employees worked short-term and not willing to return. Furthermore, numerous comments suggest an internal staff issue and poor management.
In consequence, customers reviews confirm that staff have poor training resulting in wrong bookings, wrong payments and extra-charges without being refunded (TripAdvisor, 2025; Fig. 3).
[image: ]
Figure 3 – Customer Review (TripAdvisor, 2022)

2. Why do employees work short term only and their feedback suggest poor management? Because the rate of pay is low (Glassdoor, 2025), and management is not willing to offer rewards to their employees for professional achievement, furthermore no response is offered to guest complaining on review websites (TripAdvisor, 2025).
3. Why is management not taking attitude in regards rate of pay and responses to guest complaints? Because management could have a lack of resources to reward employees as the hotel was sold in 2016 to Bin Otaiba Investment Group, although is still operating under the Hyatt brand (Hyatt, 2016), as per guest complaints, possible causes could be the low training on online complaints or the idea that online complaints are less important than business daily tasks (McBroom, 2020).
4. Why is the manager not willing to accept extra training, perhaps this will help the manager understand the consequences of complaints and the reasons behind them? The manager could be resistant to change, lack of confidence or overwhelmed about their training abilities, however, a great leader should improve the lack of communication on internal and external level and ultimately to improve performance through professional consultants that will help management to understand the consequences of resistance to change (Publishers Weekly, 2018).
5. Why is the manager resistant to change? Because managers could feel fear of the unknown, concerns about their power and impact on staff, lack of communication and trust, own past and negative experiences plus the potential undesired impact on their position that contribute to fatigue and resistance (Cameron and Green, 2024).

STEEPLE Analisys
	Social
	In 2022 Birmingham UK had 183700 student population, being in top 20 UK for universities – opportunity for Hyatt Birmingham in regards employment (Statista, 2025).

	Technological
	MARSHA system that Marriott International is using handles all bookings as an automated service, including preferences and clear explanations of final price for bookings (Marriott, 2025) - opportunity for Hyatt Birmingham to develop a centralized and innovative software that will decrease the number of mistakes made by front desk in regards payments (Hutchinson, 2021).

	Economic
	Birmingham is in continuous growth especially in tech sector, generating £ 2.7 billion annually and high demand for housing (Shepherd Commercial, 2025) -opportunity for Hyatt to increase their revenue and occupancy rates (Genet and Engdawork, 2020).

	Environmental
	Changes in customer preferences looking for sustainable, eco-friendly hotels although is an increased price (Fredericks, 2025), The Grand Hotel Birmingham opted for motion sensor light using double glazed windows and reducing water and energy consumption through implemented flow restrictions (Grand Hotel Birmingham, 2025). - opportunity for Hyatt is to update their “outdated rooms” (TripAdvisor 2025) to meet customer expectations and current trends of sustainability.

	Political
	Brexit had a considerable impact on hospitality limiting the availability of labour based on trade and immigration policies resulting in a challenge for hotels to obtain employees (Weaver, 2024), plus the inflation rates and higher cost of living are pushing numerous employees to leave hospitality jobs as most hotels have low benefits and wages (Misic, 2025) - opportunity for Hyatt to increase recognition for employees such as social recognition, renumeration and rewards for their professional achievements and contributions that often results in stronger connections with their work and organisation, increasing their loyalty and desire to remain in the business (Bavkal, 2020)

	Legal
	Currently employers can hire staff with a schedule of “flexible working”, however, in near future, employers will have to justify the reasons of flexible working shifts (Trewhella, 2025) - opportunity of Hyatt to offer guaranteed contracted hours generating financial stability and job security for employees that can foster higher commitments and increased loyalty of the employee towards organisation (Amine, 2018).

	Ethical
	Part of ethical factors is a clear communication. All businesses should offer transparency in pricing, offering clear and accurate information through their website and front desk and avoiding hidden fees (Lacalle, 2023) - opportunity for Hyatt to protect their reputation and clarify the hidden park charge as mentioned numerous times on guest reviews from TripAdvisor (2025), as clear communication meets guest expectations and enhances trust, impacting positively the reputation of the business (Garcia, 2012).
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Stakeholder Mapping
	
	HIGH POWER
	LOW POWER

	HIGH INTEREST
	Manage closely
	Keep informed

	
	Hotel Manager: Mohammed Labban
Department Heads: Vivek Joshi and Rebecca Morris
Hyatt Regency Marketing Director: Jennifer Zajac (Hyatt, 2015)
Change Agents
	FOH AND BOH staff
Housekeeping and Reception
Event and Conference staff
Third Party staff

	
	Key Investors and Owner: Bin Otaiba Investment Group
	Loyalty Hyatt program members, regular guests
Suppliers

	
	Local Authorities and Government
	Birmingham local community that subscribed on “World of Care” (Hyatt, 2025)

	LOW INTEREST
	Keep Satified
	Monitor

	
	International / National Regulators – Part of Hyatt Corporation and Gov
Travel agencies: Hyatt Prive, Sabre’s SinXis, TravelAge (Hyatt, 2025; TraveAge, 2025)
	Occasional customers
Potential customers (targeted through Data Collection Policies that Hyatt has in place)



As shown above on Stakeholders Mapping the main area will be on General Manager and department heads with continuous communication towards frontline employees. To establish the steps that will be in place for the issues mentioned above, the following model will be used:
Kotter’s 8 Steps Model of Change
1. Create Urgency
To communicate the following issues and to open group discussions, regular meetings will be initiated by sending a text message through WhatsApp to Hyatt Regency employee group, communicating clear why is the meeting taking place, attendance confirmation expected from every member, including department heads. The meetings will take place in main conference room form numerous reasons such as projector availability, away from main street noise, spacious and away from main corridors.
The meetings have the following schedule:
Duration: 60 minutes
Time: 7:30 AM and 14:00 PM (the schedule will be confirmed once 1st meeting takes place)
Management Meetings: Monday – Friday: 7:00 AM
Days: Monday, Thursday
As shown in Analisys Section, Hyatt Regency’s reviews confirm that main issue is the manager and staff attitude towards guests and ex-employees complaining about recognition, management and short time employment. On long term, such issues result in reputation damage of the business, low trust of future employees and guest becoming hesitant to engage or visit the organisation, financial damage with decreased sales and low occupancy, brand awareness loss, negative marketing online and world-of-mouth, impacting the employees negatively as their morale and engagement leads to high turnover and damaging the overall success of the business from all aspects (Mullins and Dossor, 2013).
Need of change: Currently, the hotels are facing high competition from other competitors as customers preferences changed with higher expectations and unique guest experience, WOW factors and competitive pricing (Jayanti, 2023), hence strategies and the ability to retain customers is crucial for organisation success.
2. Creating the guiding coalition
A presentation with the actual issues will be presented in front of the internal members, with the help of Change agents, where the analysis exposed above will be discussed with open discussions and individual, confidential survey will be in place to obtain a better understanding of the current situation. 
Coalition Team or Change Agents Team that will communicate all the following information and updates are enumerated bellow:
· Vivek Joshi (Conference director)
· Rebbeca Morris (Events Director)
· Cristina Liccon (Reception Supervisor)
· Adeline Mariss (Housekeeping Duty Manager)
· Constantin Alecu (Maintenance employee)
· Jose Morales (Restaurant Supervisor)

3. Creating a vision
DIRECTION: All internal employees must be aware of the consequences of negative reviews and the incapability of the organisation to offer recognition if revenue is impacted negatively (Ayman and Kaya, 2020).
STRATEGY: Part of main priorities is to re-establish brand reputation encouraging employees and managers to obtain positive reviews from current customers to build trust and credibility for all future guest and employees (Shippee et al. 2018).
PRIORITY: Involves refreshment training sessions for all employees and managers to reinforce skills and knowledge, reducing the errors occurred, growth of employee confidence, improving performance and to observe the knowledge gaps that individuals may have (Hur, 2022).
MANAGEMENT PERFORMANCE: One-to-one sessions will be allocated to management, especially meetings with General Manager through the schedule provided above with the purpose to understand capabilities and fears in regards staff attitudes and the missing responses to negative reviews.
Furthermore, referring to McKinsey 7s, General Manager will have to ask Corporation permission to obtain access to Complaint Training as part of Best Practices that Hyatt (2025) has on their report form.
ENGAGEMENT: Weekly fun activities will be in place for managers and employees to enhance communication and foster a positive environment and interdepartmental relationships (Hughes, Cooper and Kinder, 2023).
RENOVATION: Internal Maintenance team helped by Corporation Insurance Team will replace the non-working Air Conditioning and the uncomfortable old mattresses.
The strategic vision from the above actions will result in increased revenue, employee morale is enhanced, the reputation of the hotel will attract new talents and new guests based on future positive reviews and revised attitude, matched customer needs, lower employee turnover as employees will obtain job satisfaction and rewards for their effort, more competitive brand, improved performance and positive work environment (Narasimhan, 2007).

4. Communicating the Vision
To communicate the vision, Change Agents Team will help in providing the right communication to stakeholders in the exact order as suggested in Stakeholder Mapping:
· All members of the staff will be informed of the above changes during scheduled live sessions and through a personalized email, highlighting how important is the change and how valuable is their commitment for the following change. Mandatory responses will confirm their agreement or disapproval for the change following. Furthermore, posters with every action that follows (date / time) will be placed in changing rooms and sent online on work groups through WhatsApp to ensure that everyone is well informed (EcoOnline, 2020).
· Bin Otaiba Investment Group: Full transparency will be offered through a direct phone call presenting the concerns and schedule a video conference call, arranging a live meeting with head directors of the hotel, highlighting all important aspects of the change, the impact of the change, positive and negative aspects, full context and a complex PDF plan for change that will be sent by email after conference call (Lingwood, 2018).
· Local Authority and Government: To comply with regulations and procedures especially for training and maintenance, request form will be completed once the plan is approved and full transparent communication will be offered through direct phone calls, email and fax, if required (Site Minder, 2024).
· Regular Guests / Loyalty member club: All guests with current bookings will receive a personalised email, the dates of internal renovations explaining the benefits of renovation and a vision of their future experience with Hyatt Regency. Customers with bookings within renovation period will have an option to be transferred at a competitor nearby hotel for the time being or the option of full refund.
· Communities: They will be informed using media channels like Facebook, Instagram, Tik Tok, Twitter and company website with the following changes
· Travel agencies and Third Party: Direct phone call and email with dates of start and end of the renovation project.
· Suppliers: Direct phone call, online forms to be completed and sent back with timescales, future orders to be held until re-opening date is provided. A clear transparent chat about period needed.

5. Empowering broad-based action
Although resistance to change may represent an obstacle and symptoms suggest the following:
· Complaints and negativity - comments about the implementation of change and negative attitude.
· Decreased performance and productivity - no efficiency and no interest in their role.
· Decreased involvement - low participation to training and meetings, no responses to feedback, no commitment to proposed changes (Jalo, and Pirkkalainen, 2024).
Every aspect of unhappiness of future coming change will pe analysed and discussed with individuals through one-to-one sessions, allowing people to present their concerns and feelings, offering full support and future vision of the benefits coming with concise explanations. Furthermore, regular surveys, regular chats and opinions of individuals will be highly evaluated and responded (Perregrini, 2019).
Individuals will be involved in implementation decisions, empowered to take ownership in various aspects of coming processes, opportunities to offer ideas and explain the reasons behind the proposed actions and evaluation of the outcome about future implementation (Dierking, 2025).
6. Generating short-term wins
Celebrating success, short-term wins such as positive feedback from customers, successful completed online training, smoot booking process with correct payment, increased tasks performance and achievements creates a positive work environment and enhanced engagement (Bhattachary, 2019).
To enhance motivation and happiness, to encourage effort and reinforce positive behavior the following tools will be used:
-Visual boards in changing room, kitchen and management office with names of individuals that achieved performance
- Small gift bags, gift cards with goodies including a handwritten personalized message
- Movie tickets, Spa Treatment, 1 night stay at the hotel, Amazon gift sent at their home address
- Financial recognition, pay raise
- WhatsApp and Social Media announcement with personalized message as “Employee of the Month” (Kashyap, 2024).
7. Consolidating Improvements and producing more change
To upskill internal members of the business upskilling programs will be in place with a systematic process and ongoing support as some employees can find it difficult to understand parts of the training, hence for a lasting improvement and impact every step achieved in training sessions will be measured and observed (Explorance, 2025). Furthermore, the gaps in training will be measured through feedback and exams to understand the level of capabilities and to establish a strategy where development plans with clear instructions such as KPIs, content and design will be mentored by Change Agents and reported to head directors (Amde, et al., 2019).
The training sessions will be online through learning platforms; however, employees will have specific timelines for completing them. The training will be engaging with interactive sessions and strategic games; training facilities will be offered and most of the training will be held in conference room to ensure that support and explanations are offered through training activities for a better achievement. Employees that do not have a technological facility (computer) will have full support and access to online training from the management office. All the above will be used with the training facility for online lessons and measuring effectiveness through eye tracking during online sessions (Diabata and Kordecki, 2023).
Primary focus will be on the achievements of the General Manager, to understand gaps and support that is needed for lasting improvement.

8. Institutionalizing new approaches
The new implementation of the processes required will have the following:
· Documentation: transparent and strict SOPs (Standard Operating Procedures) with the purpose of outlining the new procedures for every department of the hotel including tasks and observations (Go Audits, 2024).
· Benefits, achievements, reviews, performances and rewards will be clearly communicated by leaders of each department regularly 
· Leaders must actively use the new procedures and offer the best example for their teams to enhance their collaboration and create a positive work environment (D’Angelo, Diehl, and Cavanaugh, 2019)
· Regular reviews of employees will be held in one-on-one sessions to identify areas of improvement and optimization, maintaining employees updated with relevant procedures with effective communication to ensure lasting improvement (Ferguson and Rivera, 2022).
· Business and Guest expectations will be continuously updated and communicated with the purpose of driving efficiency, to contribute to a positive work environment and enhance guest experience, however, with improved employee job satisfaction (Site Minder, 2023).
With a change management implementation, most of the stakeholders as presented above in stakeholder mapping will be positively impacted, especially the business, employees and guests of the hotel. The benefits include, increased performance of the business and guest engagement with the hotel, employee job satisfaction and lower turnover as staff will enjoy to be part of the company and participate to business success, increased operational efficiency with a higher alignment on market trends and matching guest expectations, improved communication with reduced resistance leading to an innovative and positive work environment and increased customer satisfaction with a higher desire to return (Sultan, 2024; Fig.4).
[image: ]
Figure 4 – 6 Key Benefits of Change Management (Sultan, 2024)

COSTS 
The costs associated bellow include a schedule for 3 months period 
All costs are related to the size of the hotel as following:
Number of employees: 200 (LinkedIn, 2025).
Rooms: 319 (Hyatt, 2025).
Management Team: 70 (LinkedIn, 2025).
	IMPLEMENTATION
	COST

	All In Jeler Consultancy that include all stages mentioned above plus advertising and expenses (travel, food and other)
	£ 21.000 - the cost is approximate, inspired from Quora (2025).

	Change Agents Rewards
	£ 19.000 (employees involved in the full process with extra hours and effort)

	Small wins rewards, gifts, boards and panels, 10 new computers for conference room trainings and incapabilities of some employees to access technology from home
	£8.000 - the cost is approximate, as cost of a laptop is £199.00 as suggested on Currys (2025).

	Software and Hardware systems, updated platforms with eye tracking software, new payment outsourced training, updated platforms and IT.
	£17.000 - the cost is approximate as company may obtain discount from partnerships with IT firms.

	Outsourced Complaint Training for Management 
	£125 - approximate cost, depending on performance (High Speed training, 2025)

	Air Conditioning replacements
	£585 / one – approximately 40 air cons to be replaced, depending on existent possible repairs from maintenance team (Daikin, 2025).

	Mattress replacements
	£1700 / one – approx. 30% of the existent mattresses to be replaced, depending on future check quality as Hyatt is using one of the expensive mattresses named Beautyrest Black Luxury Hyatt (Penn,2024).

	Other costs include refunds, transfer of current guests to other hotels, suppliers, salaries and all related costs for the closure period when the hotel will be under renovation.
	£20.000 - £30.000 - depending on needs and enquires upcoming (necessities).


The TOTAL COST may vary depending on the upcoming procedures and needs as mentioned above.
[bookmark: _Toc1371629107]Action Plan
	Problem
	Solution
	Outcome
	Time scale
	Completion Date
	Planned Budget

	Poor customer service
Poor management
Outdated rooms and the incapability to increase loyalty
Reputation damage 
High employee turnover
	To agree with the exposed founded problems in regards training platform and training sessions for managers and employees that will help the hotel to re-gain brand reputation through reviews and staff revised attitude, considering renovation part of the main priorities and re-analysation of employee salaries and rewards, providing access to new systems with specific software for monitoring employee activity. Considering the potential financial loss for the refurbishment period, however balancing the outcome of future bookings and work environment

	Regular feedback will be provided on every stage of the implementation processes with transparent results that will enhance employee job satisfaction, revised attitudes and leadership will be a positive example for the employees of the business, increased financial revenue and positive impact on brand reputation 

	3 months
	20/09/2025
	£124.000(approximate cost, depending on existent goods available in the business)



[bookmark: _Toc1648812257]Conclusion
In conclusion, the above report confirmed that Hyatt Regency Birmingham UK issues are regarding internal members attitude, poor training and outdated services. As the reviews confirmed, especially the ex-employees who mentioned that low pay and poor management are the main problems of the hotel reason why Hyatt Regency has a high turnover on employees. The analysis presented above, such as Mckensey 7s Model of Change, 5 WHYS and STEEPLE, shown the important positive and negative aspects of the business, plus current trends and why Hyatt needs improvement in this competitive field of hospitality. Through the analysis, important aspects have been comprised obtaining the root cause that highlighted a management issue. On the following section of recommendations and change management, with the help of Kotter’s 8 Steps Model of Change a transparent strategy was exposed in all 8 steps of the upcoming change. As suggested and confirmed through the analysis, communication is the main key factor that will lead to success. Rewards, celebration of small wins, one-to-one sessions, employee’s feelings, allowing employees to be creative and empowering them to be part of decision-making process, regular surveys, regular meetings, engagement activities to enhance relationships between managers and employees, strategic gaming and upskilling, refreshment sessions, renovation of air conditioners and mattresses, outsourced complaint training for management and all aspects related in Kotter’s framework are steps that Hyatt can achieve only together as a team and embracing change. Enhanced customer experience, decreased employee turnover, increased job satisfaction, brand awareness, positive marketing, increased revenue and bookings, improved performance and positive work environment are only few of the endless list of benefits for everyone involved with Hyatt Regency. However, as observed in action plan section, financial help is needed to obtain the desired result. The approximately cost of the purposed change is £124.000 that the company should expect for the finalisation of the upcoming project exposed above.
All In Jeler Consultancy would like to offer their sincere appreciation for the time and opportunity offered to participate in the project of Hyatt Regency Birmingham UK with a high enthusiasm and interest of working together on creating and achieving innovative results as the following partnership will be beneficial for both sides.
All In Jeler Consultancy is looking forward to hearing company’s response and happy to discuss any further enquires that Otaiba Investment Group / Hyatt Regency Birmingham UK may have.
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Nice hotel. There was a conference on when | arrived and | found reception somewhat apathetic. | was debited
£40-50 in addition to my room for “extras” with a promise it would be refunded (it wasn't). Still waiting for my vat
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A lovely anniversary however a few downfalls

Customer service was great and so was the facilies and food. Defnitely recommend the
berry smoothie during the breakfast service. They even added a nice lte touch for my

anniversary by leaving a reat for us In the room upon arrving. However dleanliness was 3 ceg
Iittle bit disappointing, when [ went for a shower the morning after our check in I noticed 2
there was a sain infront of the toflt that looked as If someane had missed their mark. As
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have a bit of ascare with a staff member who was In the room and the door being locked

behind her. You can imagine our shock when we were trying to ge in after a lovely session at

R Sigeaea Al
Avoid

They failto tell you of the car park charges. Regardless of signs they say well you should read
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the spa and we were locked out for a few minutes only to be greeted by a staff quickly
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absalutely shocked by the total lack of customer displayed by this property and Front Office Manager
Diede Johnson.arrived ot the property thursday 2pm for check in. rudely and aggressively informed my
roomis ready butitis @ $60 foe to chock in before 4pm. what?7277? n 52 years  have never heard such
@ policy.f the rooms ready or st be cleaned, totally get it not the case room ready, pay us or waitin
your car. st amazed. avoid at il costs, etter options.
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However, many reviews pointed out issues with cleanliness, outdated .
West Midlands - Birmingham Hotels; Hyatt Regency Birmingham ...

Bed was very uncomfortable. For he price of the foom, It should have been
comfortable and smelled fresh. Neither ofthose things applied. Way overpriced fo .
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