

Executive Summary

Veltrix Consultancy Company was authorised by Mercure Holland House Hotel Cardiff to investigate persistent organisational challenges affecting operational efficiency, customer satisfaction, and employee engagement. Drawing on substantial field interviews, staff surveys, and performance data, the analysis reveals key underlying issues and presents a strategic planning for transformation, supported by vigorous change management frameworks and structured diagnostic. 
The consultancy’s directive includes uncovering root causes, using analytical models, like 5Why’s, SWOT, STEEPLED, and TOWS, and propose targeted interventions supported by McKinsey 7S framework and Kotter 8-Step Change Model. The critical challenges were identified by using the customers and employee reviews, as: aging infrastructure and under maintained facilities, long front desk waiting times, and workforce struggling with low morale, high workloads, and limited engagement. 
By using the 5 Why’s method the challenges are tracked back to the systemic weaknesses: aging infrastructure and maintenance issues to retained communication between engineering, finance and management, and not updated devices, the long wait times to lack of clear strategic prioritisation of development and reduce number of staff in peak hours, and overworked, unhappy and disengaged employees to company’s culture does not encourage well-being or empowerment. 
To situate these findings in the industry environment a STEEPLED analysis was conducted and reveal key insights that impacts the hotel operations like increasing demand for personalised guest experienced, rising workforce expectation, integration of latest digital technology, pressure from rising costs and tighter travel budgets, growing need to meet sustainability benchmarks and customer expectation for eco-friendly practices. Also, increased attention of employment practices and mental wellbeing and Brexit induced talent shortage in hospitality. 
Overlapping this with a SWOT Analysis, the hotel has several strengths like brand recognition, prime location, and some loyal clients, but facing serious internal weaknesses such as high staff turnover and outdated processes. Opportunities exist in digital transformation, green hospitality, and employee upskilling. Threats from agile competitors, recruitment difficulties, and fluctuating customer preferences in a price sensitive market. 
Four strategic imperatives were generated by TOWS Matrix application: leverage brand strength to champion digital concierge and green tourism, upskill employee’s trough digital and service focused training aligned with personalised trends, use reputation to retain talent by offering opportunities for development and wellbeing support, and redesigning workflows to improve interdepartmental communication and agility. 
Based on the McKinsey 7S Framework elements the recommendations for a systemic alignment are: shifting from reactive operations to initiative taking, guest centred experiences, establishing cross functional tasks forces to improve coordination, upgrading  property management system to enable predictive scheduling and real time tracking, embedding a culture of empowerment, continuous learning, and recognition, changing the leadership approach from directive to coaching orientated one, organising development programs focusing on soft and digital skills, to build capabilities around data literacy, emotional intelligence and problem solving. 
To ensure sustainable adoption of the change management process, Kotter’s 8-Step Model was applied to present performance gaps and guest feedback as compelling drivers for change, to create a cross-level task of force from senior leaders to front line employee ambassadors, to define the success metrics across operational, employee, and guest experience domains, to encourage staff participation in all initiatives, to simplify reporting lines and provide the right tools to support efficacy, to celebrate early successes and to use momentum to roll out further initiatives in sustainability and talent development. Last step is to put in place reforms into standard operating procedures, appraisal systems, and onboarding processes and follow up for measure success and reveal any new improvements opportunities. 
A twelve-month action plan, with smart objectives, was created to turn all recommendations into action, to bridge the gap between knowing what needs to be done and actually making it happen. By assigning responsibilities and deadlines the company makes sure the right people are driving progress forward. A solid action plan builds early wins and keeps teams focused and motivated all times. In the case of Mercure Holland House Hotel, the action plan brings structure to addressing maintenance inefficiencies, empowering employees, and cutting down wait times at the front desk by outlining exactly hoe these changes will be implemented over time.
The Mercure Holland House Hotel Cardiff has immense untapped potential. By addressing the root causes of its service, infrastructure, and workforce issues, and by embedding change through strategic and customer centred frameworks, the hotel can reestablish staff engagement, elevate guest satisfaction, and realign its position in the competitive hospitality market. Veltrix Consultancy Company is committing to guide this transformation from insights to implementation and ensuring a sure successful outcome. 
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[bookmark: _Toc200968950]Introduction
Mercure Holland house Hotel Cardiff has commissioned this consultancy report to provide strategic insights and recommendations on some specific issues that the hotel is experiencing, aiming to enhance operational efficiency, guest satisfaction and overall business performance. 
[image: Image]Mercure Holland House Cardiff, previously called Julian Hodge House, is situated in a walking distance from Cardiff town centre, on 24-26 Newport Road (Visit Cardiff, 2025). Being originally and office block, the building has fifteen floors, has been refurbished a hotel in 2003 and taken under Mercure and Accor Hotels wing in 2007. It is a four-star hotel with 165 rooms available, and lots of amenities as restaurant, a lounge bar, fifteen meeting spaces and wedding venues, and leisure as eighteen meters indoor pool, gym, sauna, jacuzzi, and steam room (Appendix 1), (Cardiff Hotels, 2025). 
         (Trip.com, 2025)
[image: ]As a leading company, Veltrix Consultancy specialises in delivering tailored solutions that drive sustainable growth and competitive advantage in hospitality sector. With a commitment to innovation and excellence this dynamic and result driven consulting firm helps businesses to optimise, enhance profitability, and achieve viable growth, by tailoring solutions that align with each client’s unique goals. At Veltrix data-driven insights and industry best practices are combined to deliver the best measurable success. 
The report provides a comprehensive analysis of the operational and strategic challenges of this hotel and aims to diagnose the underlying issues, identify the root cause and propose evidence-based solutions using established frameworks. The report starts with a diagnostic phase, uncovering key challenges, followed by tracing these issues, by using the 5 Why’s Theory, back to their primary causes, ensuring deep understanding of these problems (Gangidi, 2019), (Kocsi & Budai, 2017).
A strategic analysis is conducted using SWOT Analysis to evaluate strengths and weaknesses in relation with outside opportunities and threats (Phadermrod et al, 2019), a STEEPLED Analysis to asses macro-environmental external factors that influence the hotel operations (More et al, 2015), (Tribou et al, 2025), and a TOWS Matrix  to formulate strategic actions that capitalise the strengths and mitigate the risks (Denault, 2020), (Kulshrestha & Puri, 2017).
[bookmark: _Hlk200803478]To ensure an integrated approach the McKinsey 7S framework is employed to guide organisational transformation effectively (Al Tamini, 2023), (Mokhtar, 2021), (Spaho, 2014). A planning and implementation strategy is developed leveraging Kotter’s 8 Step Change Model to ensure a structured and effective change alignment and a long-term sustainability (Engmann et al, 2024), (Haski-Leventhal, 2018).
Finally, a detailed action was created outlining practical steps for execution followed by an evaluation progress, measure success and ensure continuous improvement is present. 
Mercure Holland House Hotel Cardiff operates in a dynamic environment influenced by social trends, technological advancements, political regulations, legal requirements, economic shifts, and ethical considerations. This report serves as a blueprint for transforming this hotel, by addressing these factors strategically, into a more efficient, competitive and customer centric establishment and to ensure a stronger competitive position in Cardiff’s hospitality sector. 

[bookmark: _Toc200968951]Analysis
[bookmark: _Toc200968952]Define the Hotel Problems.
Having the placement at this hotel, reveal the first-hand experience in identifying some of the business issues by observing the place, the work processes or shadowing the employees. First and the most obvious are the facilities and maintenance issues: the leaking roof in the restaurant and bar areas, elevators continuous malfunctioning, heating and air conditioning devices constantly breaking. These first-hand observations are supported by customer complaints about the same problems as well as tv broken,
 [image: A yellow text on a white background

AI-generated content may be incorrect.]    
                                                                               (TripAdvisor, 2025)
the poor conditions offered in the spa facilities,
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                                                                                 (Jones, 2025, Wales Online)
and some renovation needed as the rooms, beds and utilities are getting a little old for the price of a night stay and the four stars standard that the hotel is trying to maintain. 
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[image: A close-up of a text

AI-generated content may be incorrect.]
                                                                                (Booking.com, 2025)
This faulty facilities and maintenance issues is decreasing the brand image and reputation and can lead to lose customers (Xia et al, 2022), to not create loyalty (Goodman & Broetzmann, 2019) and from here leading to lose occupancy and revenues (Hayes et al, 2017). 
Applying the 5 Why’s Model to this maintenance and faulty facilities issues the possible cause root of these can be discovered. Why are the electric appliance like air conditioner, heating or elevators not working? - Power outage, faulty wiring, or old devices. Why are there power outage, faulty wiring, or old devices? - Maintenance checks are not done frequently enough, or the devices need to be replaced because of the usage and old age. Why the checks are not frequent, and the old devices not replaced? - No preventive schedule is done. Why is no preventive maintenance schedule? - Maintenance team is reactive rather than initiative-taking. Why is the team reactive? - Lack of clear communication, policies in place, training and resources and the management did not establish a structured maintenance plan. Root cause: no preventive maintenance plan in place. 
Second issue discovered from first-hand and secondary sources information is the long wait times in reception and considerable queues formed in peak hours especially on unique events season when big groups, teams or international tourist are coming. 
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This problem frequently coming into existence can be the cause for frustrated guests, more likely to leave negative reviews on designated platforms warning the future visitors (Fernandes & Fernandes, 2018). Also, creates a poor first impression, making guests question the overall service quality (Putra et al, 2020), give them bad experience that can be spread through word of mouth, damaging the hotel’s reputation and the potential guests may choose competitor hotels with smoother check-in processes (Lee et al, 2020). 
Additionally, bottlenecks at reception can delay room availability, affecting housekeeping schedules, make the staff feel overwhelmed and lead to errors or rushed services (Xun & Xian, 2021). Dissatisfied customers can ask for refunds or compensation that can increase the costs. Lower ratings and bad reviews can reduce booking negatively impacting the revenues (Kim & Han, 2023).
5 Why’s Model is applied to this issue to find again the root cause of this problem: Why are guests waiting too long? – Reception is understaffed. Why is reception understaffed? – Not enough employees scheduled during peak hours. Why are peak hours not properly staffed? – poor scheduling system. Why is the schedule system ineffective? – No real time data on guest’s arrival. Why is no real time data? – Lack of an automated check-in system. Root cause: Lack of investment in automated check-in system. 
Long waiting times in hotel reception have a negative impact in guest satisfaction and overall, in business performance. No one enjoy standing in line after a long journey. Studies show that exceeding a five-minute wait can significantly reduce customer satisfaction (Stayntouch, 2025), (Qin et al, 2023) and that 76% of hotel customers said they want to be able to check-in as quick as possible  to minimise potential frustration, and 41% that would look for another hotel, with more accessible heck-in methods that offer them the possibility to check-in ahead of time (ResearchGate, 2020).
Last but not the last, unhelpful, unhappy staff or not willing to align with a four-star hotel customer expectation. This can be revealed from customers and employee’s reviews posted on social media or on the hiring sites. 
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People working in a hotel have a tough job where they are constantly on their feet, dealing with all sorts of guests, and keeping everything running smoothly behind the scenes (Tuzuncan, 2018). If they seem unhappy or disengaged, it might be due to long hours, stressful situations or just feeling undervalued. Hospitality work requires patience, energy, and good service skills, and when employees are not supported or appreciated it is easy for their morale to drop (Boadi et al, 2022). 
Using the 5Why’s model the root cause of this issue is revealed. Why are employee unhappy with their work condition and unwilling to exceed in their services? – They feel overwhelmed and undervalued. Why do they feel overwhelmed? – High workload and insufficient staffing. Why is there insufficient staffing? – High turnover rate. Why is turnover rate high? – Employees feel underpaid and lack of career growth. Why do they feel underpaid and stuck? – No clear promotion path or salary adjustment from lack of structured HR policies for career development. Root cause: No career growth opportunities and poor compensation policies for the number of hours and the amount of work the employee are expected to do. 
Unhappy, overworked, or undervalued employees can significantly impact operations, reputation, and overall performance and success. It can lead to decline in service, fact that is been sustain by the customers complaints presented before, because exhausted or unappreciated staff may struggle to provide the elevated level of service expected in hospitality (Ponting, 2020). Poor guest experience that is the result of that can damage the hotel reputation and reduces bookings (Gavilan et al, 2018). Overworked people are more likely to leave, leading to frequent staff shortages and recruitment challenges as well as constant hiring of new employees increase operational costs and disrupt the company workflow (Chen & Wu, 2017). All these issues have as effect reduced productivity and efficiency, errors in daily tasks and inefficiencies in hotel operations caused by lack of motivation. The final effect will be lower occupancy rate, revenue loss and giving the competitors the possibility to attract more guests putting the hotel in disadvantage. 

[bookmark: _Toc200968953]Steeple Analysis
Each of STEEPLED factors influence these issues appointed before: 
[bookmark: _Toc200968954]Social
· Changing consumer preferences for sustainable and eco-friendly accommodation (Madsen, 2006). 
· Increased demand a wellness and spa experiences which the hotel offers. 
· Shifts in travel trends, such as preference for staycations or short city breaks. 
[bookmark: _Toc200968955]Technological
· The need for advance booking systems and digital check-ins to enhance guest experiences (Yang et al, 2021), (Saito et al, 2019).
· The impact of online reviews and social media on reputation management (TripAdvisor, 2025), (Ramos, 2020).
· The integration of smart hotel technologies, such as automated room controls (Pirogova et al, 2023).
[bookmark: _Toc200968956]Economic
· Inflation and rising operational cost affecting pricing strategies (Wild, 2025).
· Fluctuations in tourism due to economic downturns or recessions (Kim & Kim, 2015), (Teixeira & Lisboa, 2021). 
· Competition from budget accommodation and alternative lodging option like Airbnb or nearby Hilton offering better value (free pool entrance), Mercure additional charges like £10 per pool entry can be seen as uncompetitive (TripAdvisor, 2025).
[bookmark: _Toc200968957]Environmental
· Sustainability initiatives, such as reducing carbon footprints and waste management (Fennell & Cooper, 2020).
· The impact of climate change on travel patterns and seasonal demand (Dalir, 2024). 
· Regulation on energy efficiency and water conservation in hospitality industry (Rajić et al, 2022). 
[bookmark: _Toc200968958]Politic
· Health and safety regulations impacting hotel operations (Khosrow-Pour, 2020).
· Local government policies tourism development and infrastructure (Thukia et al, 2022). 
· Brexit related changes and covid pandemic restrictions still affecting tourism and employment regulations. 
[bookmark: _Toc200968959]Legal
· Employment laws affecting staff wages and working conditions.
· Compliance with hospitality industry standards and licencing requirements.
· Data protection laws influencing guest’s information security (Saito et al, 2019). 
[bookmark: _Toc200968960]Ethical
· Commitment to diversity and inclusion in hiring and guest services (Malone, 2021). 
· Fair treatment of employees and ethical labour practices.
· Transparency in pricing and cancellation fees and policies. 
[bookmark: _Toc200968961]Demographic
· International tourism trends affecting guest’s demographics.
· The aging population influencing demand for accessible accommodation.
· The rise of millennial and Gen Z travellers seeking unique experiences. 

[bookmark: _Toc200968962]SWOT Analysis
[bookmark: _Toc200968963]Strengths
· Prime location: Situated in Cardiff walking distance to city centre, close to the major attraction like Cardiff Castle, Millennium Stadium and Saint Davids Shopping Centre (All Accor, 2025). 
· Conference facilities: one of the largest conference facilities in Cardiff with the capacity of accommodating up to seven hundred guests (All Accor, 2025).
· Luxury amenities: Features a spa, indoor pool and dining and bar options (TripAdvisor, 2025). 
· Brand recognition: Part of Mercure hotel chain, benefiting from global brand trust. 
[bookmark: _Toc200968964]Weaknesses
· Competitive market: Diverse and multiple luxury hotels in neighbourhood and other locations in Cardiff.
·  Aging infrastructure: Originally built in 1968, requires more and necessary renovations for maintaining the standard. (All Accor, 2025). 
· Limited differentiation: May struggle to stand out among other high-end hotels offering similar services. 
[bookmark: _Toc200968965]Opportunities
· Growing tourism: Cardiff is a popular destination for businesses and leisure travellers, creating demand for accommodations. 
· Digital marketing: Enhancing online presence and customer engagement through social media and direct booking incentives (McGruer, 2020).
· Event hosting: Expending conference and event services could attract more corporate clients. 
· Sustainable initiative: Implementing eco-friendly practices could appeal to environmentally conscious travellers. 
[bookmark: _Toc200968966]Threats
· Competition from alternative lodging: growth for Airbnb and other short-term rental platforms can be a challenge. 
· Economic uncertainty: Fluctuations in the economy may impact travel and hospitality demand (Ozdemir et al, 2022).
· Regulatory changes: New hospitality regulation and tax policies can impact the operations. 
· Changing consumers preferences: Increasing demand for budget accommodations could affect market share. 

[bookmark: _Toc200968967]TOWS Analysis (Matrix)
[bookmark: _Toc200968968]Strengths-Opportunities Strategy 
Using strengths to capitalise on opportunities:
· Enhance digital presence: Using its strong brand reputation, through influencers collaboration and targeted advertising.
· Promote luxury wellness packages: Attracting high-end travellers by offering exclusive relaxation packages taking advantage of hotel’s spa and wellness facilities.
· Sustainability initiative: taking in consideration Cardiff’s growing eco-conscious tourism, the hotel can implement various green practices to appeal to environmentally aware guests. 

[bookmark: _Toc200968969]Strengths-Threats Strategy
Using the hotel strengths to mitigate external threats:

· Brand loyalty programs: Increase customer retention through rewards programs and personalised offers to maintain a steady flow of returning guests despite the economic downturns (Aydin 2022). 
· Strategic pricing: adjusting prices models based on market trends and competitor analysis helps the hotel remain competitive while maintaining profitability (Qi et al, 2024). 
· Exclusive guest experiences: Mercure Holland House Hotel Cardiff can differentiate itself by offering personalised concierge services, VIP packages, and unique event hosting. 

[bookmark: _Toc200968970]Weaknesses-Opportunities Strategy
Addressing internal weaknesses by leveraging external opportunities:
· Staff training and retention programs: investing in employee development can improve service quality and reduce turnover, ensuring a more engaged workforce. 
· Local partnerships: creating collaboration with local restaurants, event organiser and Cardiff attractions to generate excellent experience and boost occupancy rates. 
· Facilities upgrades: renovating the aging structure to align with modern hospitality trends. 

[bookmark: _Toc200968971]Weaknesses-Threats Strategy
Focused on minimising weaknesses while avoiding external threats:
· Market research and optimisation: analysing travel trends and guest preferences to help the hotel stay ahead of industry shifts and avoid losing customers to other accommodations. 
· Regulatory compliance: Adhering to evolve hospitality laws and standards to prevent legal complications and maintain operational stability. 
· Cost optimisation: Creating efficient operations and reducing unnecessary expenses to maintain profitability during economic fluctuations. 

[bookmark: _Toc200968972]Recommendation and Change Management
[bookmark: _Toc200968973]McKinsey 7S Model

7S McKinsey Model will be applied to the hotel issues to identify in which area is integrated and what may need change in the future, to help implement a new strategy and to help facilitate the organisational change (Karlof & Lovingsson, 2005). 
Facilities and maintenance issues are most directly related to the SYSTEM elements because the daily operations, formal and informal procedures, processes, and routines, including how maintenance is scheduled and managed, and how the department performance is monitored, is main part of this model (Jain & Kansal, 2025). While SYSTEM is primary home, these problems can shift to other model’s elements such as: STRUCTURE because its department place in the organisation hierarchy matters (Spaho, 2014), SKILLS because maintenance staff need appropriate skills for effective operations (Abidin et al, 2020) and STYLE because leadership’s attitude towards proactive versus reactive team can shape the culture around facilities management (Singh, 2013).
Also, according to the same model and after finding the root cause of long times waiting in reception, these issues can be included in SYSTEM elements as relates to the operational processes, old technology, and programs. Equally, it links with STAFF because the number of employees managing reception and their effectiveness directly impacts wait times (Utama, 2024), and STRUCTURE because as long as the front desk processes are poorly organised it can  indicate inefficiencies in how the roles and responsibilities are assigned (Szende et al, 2021). Additionally, it links to STYLE element too, as the leadership’s approach to staff and customers service can influence positive or negative how waiting times are managed (Stavrinoudis & Kakarougkas, 2022).
In the McKinsey 7S Model, employee related problems typically fall under STAFF elements, being issues related to hiring, training (Mirić & Slavković, 2023), motivation and retention (Zámečník & Kožíšek, 2021). If the employees feel undervalued or having lack of development, it affects overall performance. Also, they fall under the SKILLS elements because gaps in employee competencies can lead to inefficiencies. If the people lack the necessary skills it puts strain on experienced employees and reduce the efficiency on the guest’s service experience (Ognjanović et al, 2023). Leadership and management approaches influence the employee satisfaction as a poor leadership style can lead to disengagement and low morale, so STYLE elements can also be considered (Ming et al, 2021). Additionally, SHARED VALUES through the organisation’s culture and principle impacting the employee motivation. If the values are unclear or misaligned it can create dissatisfaction (Pham et al. 2023).
After finding all root causes, conducting an internal and external analysis of the environment and identify the market trends and competition environmental conditions, the next step is to create a strategic planning prioritising the organisation vision find the specific smart goals and timelines to enable an efficient implementation.
Following the Kotter 8 Step Change Model this are the steps to address maintenance issues, front desk inefficiencies and employee concerns:
[bookmark: _Toc200968974]Kotter 8 Step Change Model
[bookmark: _Toc200968975]Create a Sense of Urgency
· Revising data on guests complains about maintenance, accommodation reviews and gathering the employees feedback is highlighting the need of improvement.
· Then conduct internal audits to assess response time for maintenance and front desk services. 
· Organise meetings to present the findings and explain the impact that these issues have on guest’s satisfaction, revenue, and employee morale in general.
· Give example of hotels who had the same problems but through strategic planning and implementation manage to change around their performance results. 
[bookmark: _Toc200968976]Build a Guiding Coalition
· Find all stakeholders involved and that will be affected by all changes implemented: leadership team, investors, employees, customers, supply chain and even the local community (Lusinga & Fairhurst, 2020). 
· Form a team including the representative people interested and skilled to drive change (Newton & Linkedin.com, 2022). 
· Clearly communicate all processes and all risks involved but also the strategies in order to overcome them in case of appearance (Rados & Ostojic, 2023). 
· Ensure diverse perspective are included to address concerns effectively. 
[bookmark: _Toc200968977]Develop a Strategic Vision and Initiative
After identifying all misalignments by using the McKinsey 7s Model this actionable solutions are relevant to these issues.:
[bookmark: _Toc200968978]Facilities and Maintenance
[bookmark: _Toc200968979]Aging Infrastructure and Old Room Accommodation and Utilities
· Find investors or any financial support and create a refurbishment plan.
· Research for the latest market trend and create surveys to find what the customer’s preferences are for an exceptional guest service. 
· Guests should be informed forehead about these renovations and offer discounted rates, or room upgrades if the accommodation’s boking needed to be modified or for any inconveniences occurred during the process. 
· Start a renovating plan and gradually upgrade the rooms with modern furnishing, a fresh paint and up to date amenities. 
· Upgrade beddings, lighting, and climate control to improve guest experiences. 
· Carpets, furniture, and fixtures regularly scheduled for repairs and cleaning. 
[bookmark: _Toc200968980]Electrical Issues
· Create a special site where it can be reported all electrical problems and where the maintenance staff can be informed in time. The same site can be used for the department to give a quick response for these issues. 
· Conduct a full inspection with a certified electrical engineer’s team to assess wiring, outlets, and all appliances to identify all faults and malfunctions. 
· Regular maintenance through routine checks to prevent future issues and to be following the actual safety regulations. 
· Upgrade the old system to modern efficient electrical system to fix the outdated wiring and all electrical issues. 
· Hire a private and experienced electrical team to be in charge of the hotel. 
· Upgrade the room, spa, restaurant and bar appliances, the air conditioning and heating devices with the contemporary energy saving devices for reducing costs and more sustainable processes. 

[bookmark: _Toc200968981]Long Waiting Times at Front Desk
· Invest in the latest technology and training for the employees that are using it. 
· Create a pre-arrival registration to allow the guests to complete forms before arrival to speed up the processes (Business World (India), 2020).
· Implement express digital check-in and check-out options and self-service kiosks (Jarrett, 2020). 
· Staffing adjustments by increasing the front desk during peak hours to reduce wait time. 
· Finding talents and hiring desk people, in the right places with the right skills. 
· Retraining the front desk employees to use more effective ways to manage operations. 
· Offering rewards for people from other departments who are trained in reception operations to help on busy times to reduce the queues and keep the guests engaged while waiting. 
· Use ticketing system or mobile alerts to notify guests when their turn is approaching and offer them a complementary beverage in a designated area to make their wait more pleasant. 
· Use advanced property management software to streamline operations and reduce delays (Moyeenudin et al, 2021). 
· Create loyalty programs to provide dedicated check-ins lines for members ensuring this way a faster service and less customers physically being in the hotel lobby (Hua et al, 2019).
· Use AI-powered chatbot to manage routine inquires to reduce front desk workload (Pillai & Sivathanu, 2020). 

[bookmark: _Toc200968982]Unhappy, Overwhelmed, Overworked and Disengaged Employees
· Get additional support from third-party company to help in talent acquisition and retention strategies (Sarode & Deore, 2017). 
· Provide ingoing training for its employees making available the right resources to improve their skills in order to meet the elevated standards of services that the actual customers expect (Riles, 2017). 
· Reevaluate staffing levels and redistribute tasks, implement scheduling practices, and use automated workforce management tools to optimise shifts and reduce excessive workload to prevent burnout (Ingram et al, 2023). 
· Offer stress management programs and mental health resources and ensure a flexible scheduling to encourage a perfect work-life balance (Varga et al, 2021). 
· Foster an open communication between management and employees and between employee’s departments, encourage them to voice their concerns and always provide feedback in regular sessions on workplace operations to address the issues before they escalate (Fostering Open Communication in the Workplace, 2022).
· Provide career development opportunities to keep the staff motivated.
· Offer competitive salaries above the industry standards for the hotel area and adjust them to reflect market trends and economic inflation. 
· Offer health insurance, retiring plans, paid holidays, discounts on hotel services and wellness programs, free meals and maybe create a relaxation room for after busy periods times. 
· Introduce performance-based bonuses or incentive for meeting targets. 

[bookmark: _Toc200968983]Communicate the Vision
[bookmark: _Toc200968984]Internal Communication Strategy
· Staff trainings and workshops: Present to the employees the hotel strategic vision and what are the individual and team roles in achieving it. 
· Internal newsletters and bulletins: All updates on the initiatives, successes and ongoing plans can be shared this way. 
· Digital platforms: Intranet systems or internal applications another way to provide information. 
· Leadership briefings: Organise regular meetings with the departments representative to discuss the goals and evaluate the progress. 
· Town hall meetings: Open discussions where everyone can ask questions and provide any innovative ideas and feedback. 
[bookmark: _Toc200968985]External Communication Strategy
· Guest engagement: Through marketing materials, social media and direct interaction communicate the strategic initiatives related to customer experience. 
· Investors and stakeholder’s reports: Provide updates regularly on financial and operational strategies, processes, and results. 
· Partnership and collaboration: engage with industry partners to align strategic goals and enhance the hotel opportunities. 
· Public relationships and media outreach: use press release and media interviews to share the development to public and ask for feedback to find innovative ideas and revise the ongoing process. 

[bookmark: _Toc200968986]Empower Employees by Removing Barriers
· Resistance from employees because the people often fear the unknown or worry about their job security after the implementation will be done. By involving them from the early stage of strategic planning and implementation, making them taking part in discussions and decision-making will reduce resistance and make them feel more comfortable with the changes and future results (Liu et al, 2020). 
· Lack of clear vision: If the purpose and benefits of the change are unclear employees may struggle to support it. By explaining them why the change is necessary, how the processes will be performed, how it benefits everyone and provide clear examples of similar cases have successfully embrace the change their viewpoints will definitely modify. 
· Poor communication, miscommunication, or lack of transparency can lead to confusion and distrust. Being opened and explain the benefits but also the risks that involves this change plan and give clear information necessary to build trusts can overcome and avoid all this issues (Al-Abdallah et al, 2023). 
· Inadequate leadership support or without strong leadership backing change efforts may lose momentum. Management team needs to have a continuous interaction with their staff and actively support and model the processes. 
· Limited resources: Budget constraints, insufficient training or lack of technology can slow down or even stop the progress. Finding investors, equipping the employees with the skills and tools necessary to adapt it makes the transformation possible. 
· A rigid or deeply rooted culture may resist to the new ways of working. By encouraging openness, collaboration, and adaptability, and embracing diversity and inclusion, can stimulate a supportive culture. 
· Change Fatigue: too many changes applied in a brief period of time can overwhelmed employees and reduce engagement. By using structured frameworks like Kotter’s 8-Step Model (Engmann et al, 2024) to guide the process the change can be managed strategically. 

[bookmark: _Toc200968987]Generate Short-Term Wins
· Upgrading room amenities by adding small touches like better toiletries or improved bedding.
· Training staff to improve guest interactions and response times. 
· Faster check-in processes by implementing digital check-in or streamlining front desk operations. 
· Reducing energy costs by implementing LED lighting or smart thermostats.
· Adjusting schedules to improve room turnout times to optimise the housekeeping. 
· Encourage guests to leave positive reviews for better online listing and reviews. 
· Use data-driven pricing strategies to maximise occupancy rates. 

[bookmark: _Toc200968988]Sustain Acceleration
· Ongoing monitoring the progress through guest’s feedback and employee surveys. 
· Adjust strategies based on real-time data to ensure lasting improvements. 

[bookmark: _Toc200968989]Institute Change
· Embed the new practices into the hotel culture creating policies, training sessions, and ensure leadership commitment to this change. 
· Celebrate any small success and keep reminding the importance of maintaining the ambitious standards, the excellence in customer service and work practices. 

[bookmark: _Toc200968990]Measuring Implementation Success
· Measuring the employee’s sentiment and acceptance of the process through feedback surveys. 
· Monitoring the staff training competition and turnover rates.
· Check if the front desk wait times are reduced and if faster responses from the maintenance team are seen this can be a sign of operational improvements. 
· Monitor the adherence to new procedures and policies. 
· Higher percentage of returning guests or an increase in positive reviews suggests successful change implementation.
· Increase bookings, higher revenue per available room (RevPAR), reduced operational costs and positive response from a comparation of financial benefits of the change against implementation costs can reflect efficiency improvement and positive change. 
· Monitoring KPIs over time to ensure sustained success and assess how well the hotel continues to innovate and improve over time. 

[bookmark: _Toc200968991]Costs Associated with Recommendations
· Accommodations updates: £2,000-£10,000 per room
· Electrical system improvements: £50,000-£200,000
· Front desk efficiency enhancements: £20,000-£100,000
· Employee engagement and morale boost: £15,000-£80,000
· Consulting and strategy development: £20,000-£100,000
Approximate Total Cost: £100,000-£500,000, depending on the extent of renovations, technology upgrades, and employee engagement initiatives. 

[bookmark: _Toc200968992]Action Plan
	NR
	PROBLEM
	SOLUTION
	DESIRED OUTCOME 
	TIME SCALE 
	COMPLETITION DATE 
	PLANNED BUDGET 

	








1
	






Maintenance, electrical and refurbishment
	Address urgent issues  
	Set foundation for long time improvements
	
3 months
	
30 September 2025
	







£52,000-£210,000

	
	
	Upgrade electrical systems and begin room renovations 
	The room meet safety regulations and customer’s expectations 
	

6 months
	

30 March 2026
	

	
	
	Conduct regular inspections to prevent future issues and finish refurbishment plan 
	A fully refurbished hotel, no customers complaints, and no maintenance problem occurring.
	


1 year
	


30 June 2026
	

	





2
	



Long waiting times in front desk 
	Adjust staffing schedule
	Improve wait times and avoid overworked and overwhelmed employees
	3 months
	30 September 2025
	



£20,000-£100,000

	
	
	Expand digital check-in options 
	Improve the speed and effectiveness of operations
	
6 months 
	
30 March 2025
	

	
	
	Monitor guest feedback and expand self-service options.
	Create the optimal front desk operational system
	

1 year
	

30 June 2026
	

	






3
	




Employee wellbeing and workload management
	Introduce stress management
	Create a good environmental workplace 
	3 months
	30 September 2025
	







£15,000-£80,000

	
	
	Implement flexible scheduling and provide career development opportunities
	Improve job satisfaction
	

6 months
	


30 March 2026
	

	
	
	Maintain open communication channels and continue training and recognition programs.
	Create employee loyalty, reduce turnover, and create the perfect work environment
	


1 year
	


30 June 2026
	



[bookmark: _Toc200968993]Conclusion
The findings of this consultancy report summarise critical challenges affecting employee engagement, customer satisfaction, and infrastructure quality within organisation. Applying SWOT, STEEPLED, TOWS Analysis, as well as strategic frameworks as McKinsey 7S Model and Kotter’s 8-Step Change Model, several interconnected factors have been identified as contributing to operational inefficiencies and declining employee morale. To address these concerns a structured and strategic approach to organisational transformation has been required. For the employees issues the analysis reveals insufficient support system, outdated workplace practices and lack of motivation. Conducting the SWOT and TOWS Analysis shows that internal weaknesses, such as limited career opportunities and ineffective leadership creates disengagement. External threats, including competitors and changing workforce expectations necessitates immediate actions. McKinsey evaluation suggests that aligning organisational structure, leadership style, and employee’s incentives can foster a more engaged workforce. Kotter’s Change Model reinforce the need of a strategy that involves a well-defined vision and an open communication to inspire the staff and improve the workplace culture.
 Prolong times wait in the front desk reveal inefficiencies in customer services, fact unveiled by the bad customers reviews, and operational management. From the STEEPLED Analysis a strategy that involves technological advancements, regulatory shifts, and customer’s expectations must be integrated into service delivery processes. TOWS Analysis supports the utilisation of digital tools to enhance efficiency while mitigating existing weaknesses. Additionally, Kotter Model is calling attention to need for short time wins to build momentum for larger organisational improvement. 
Facilities management is another pressing concern, with aging infrastructure and inadequate maintenance strategies affecting both employee satisfaction and customer experience. The analyses indicate a strong external opportunity to modernise accommodation through sustainable upgrades. And by applying the McKinsey framework the organisation can align systems and resource allocation to support effective maintenance planning. 
To battle against these challenges an alignment between the McKinsey seven elements is necessary. The change management process supports cultivating urgency, securing leadership support, empowering employees, and institutionalising changes to create long lasting improvements, by prioritising investment in innovative technology, employee development and facility enhancements, in order to remain competitive and attract top talents. 
In conclusion, this report reveals the urgent need of initiative-taking change, by implementing solutions derived from all analyses conducted. With commitment to leadership and engagement from employees these strategies will cultivate a more efficient, motivated, and satisfied workforce, elevated service standards, and infrastructure quality. 
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Sophie B
wrote a review
2 contributions

Date visited Dec 2024
Trip type Couples

@0000 2Jan s
Dreadful!

Awful experience - Complained and no response or effort to rectify the situation either!

Spent the night away as a couple for the first ever time child free. This was a special
occasion for us, yet we ended up deflated. THREE room changes due to faulty electrics in

room 1, broken tvand telephone in room 2 and the third had no working heating so we-
chose to freeze to death all night rather than move again at lam. The first two changes had

already made us late and rushed to our dinner reservations, we were at our wits end.
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"The cleanliness was a major concern; the floor was dirty, there were
marks on the walls, and rust around the metal beams. Overall, it did not
feel like a proper spa environment, and | honestly wouldn't pay £10 for
the day given the state of the facilities.
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" a Posted March 25, 2025
Hankui Wang

Breakfast not so good. Old Room needs for renovation. Price is good. Not a typical Mercure standard.
Stayed in March, 2025

& Couples Iy Helpful
2 Reviews
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Lewys
8 United Kingdom

£ Classic Double Room

B 1 night - May 2024

&8 couple

Reviewed: 18 May 2024
Wouldn’t stay at that price ever again

© The comfiness, the spa

@ The hotel was very unmodern, the staff are not very welcoming and the sheets were stained
Decent hotel but terrible for value
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Guest reviews for Holland House Hotel Cardiff By Sunday X

Carolina
£ United Kingdom

B2 Classic Double Room
B 1 night - March 2025

& Solo traveller

) Helpful G Not helpful

Reviewed: 14 April 2025 m
Check-in counter nightmare

@ Awful experience. | arrived at the hotel to check-in and immediately paid for my stay at the
reception counter. A week later the hotel tells Booking.com that I never arrived so was marked as
no-show. Obviously B.com proceeds to charge me in full. Due to the hotels incompetence | was
charged TWICE now. When | called the hotel, they say they cancelled my booking from B.com
and made a new one 772 Doesn't make any sense. And they couldn't help me either to retract
themselves and help me contacting B.com... they can just make a note on their system and | just
have to deal with it myself. So I've been dealing with a ridiculous refund claim for the last 3
weeks due to your incompetence. Terribly awful service
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Richie_Turner
wrote a review

36 contributions

Hay-on-Wye, United
Kingdom

Dote visited  May 2025
Triptype  Business

9000 Tmonthago  see
Should have just driven home instead

Working late in Cardiff and again the next morning so booked last
minute but got a very good price.

That was a good as my stay got unfortunately. Check-in was a
totally mess. I'd already paid through a hotel search website but
the receptionist insisted | had to pay on arrival (I was running
between meetings so couldn't stay and argue) but | did ask to pay
extra for breakfast and car parking which they out onto the check-
in bill.

Then when checking out | couldn't get reception to email my
digital receipt - only a printed one! And then they released | had,
in fact, paid for the stay twice, and did a refund but still no receipt.
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ShahiJ
wrote @ review

6 contributions

Datevisited  Feb 2025
Triptype  Family

00000 6Feb e

Disappointing Spa Access - Poor Communication &
Unhelpful Staff

The receptionist, Laura, was unhelpful and unwilling to assist when
I explained that | hadn't received any email. Instead of trying to
resolve the issue, she was dismissive and made no effort to
accommodate us. | have never stayed at a hotel where using the
spa was made so difficult

Save yourself the hassle and book elsewhere. The staff are
unhelpful, the system s flawed, and the whole experience was
more stressful than reloxing. Not worth the money!
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Wk KK 16 August 2021

Very stressful workplace

Housekeeper @ Cardiff

Need more staff to cover all rooms and to be appreciated by all staff including management.
Long hours with staff shortage and poor holidays. No incentive or much praise and very little help

if needed. Need to change some staff to more friendly and professional. Very stressful when
busy and staff keep leaving.
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WK Yr April 28,2025
Solid brand visibility, but serious internal management flaws.

Anonymous

The company benefits from strong international reputation and an ambitious project pipeline.
However, daily work environment often contradicts the values publicly promoted. Management
inconsistencies and internal political tensions significantly limit career development
opportunities. Workload and responsibilities are not always matched with clear communication
or support structures. A better alignment between internal leadership behaviors and external
branding would be necessary to restore credibility and attract long-term talent.




image14.png
30 dkk v 5May 2023 «ee

Always short staffed
& Anonymous employee

Current employee, less than year ~ © Cardiff. Wales

' Recommend CEO approval + Business outlook

Pros
Pay is above average and the general manager is very sweet. It's a very...

Cons
They're always understaffed so there’s a lot of pressure on whoever is working....
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