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Executive Summary
Introduction: The write-up is crafted as a consultancy report, commissioned by Hilton Manchester Deansgate. The sole purpose of the report is to address the declined customer satisfaction scenarios and poor guest service after the global pandemic of COVID-19. The issue is highly threatening the competitive position of this brand of Hilton, in the luxury hospitality market of Northern United Kingdom. Despite holding fair brand image and prime location, the brand is lagging its rivals in guest experience. A London-based hospitality consultancy firm, Insight Edge is in responsibility to the prepare the consultancy report. The report has equipped the key business management analysis frameworks, including SWOT, TOWS, and STEEPLED. These frameworks have been significantly helpful throughout the report in terms of identifying the internal organisational capabilities, external threats, and actionable solutions. InsightEdge fosters sector-specific expertise for diagnosing key issues and recommend immediate transformational solutions aimed at restoring customer satisfaction, improving operational standards, along with reinforcing the market leadership of Hilton Manchester Deansgate among the brands belonging to the premium travel segment. 
Analysis: In the analysis section of the consultancy report, the key purpose is to focus on the business issue and evaluate the same in terms of its impacts and caused for existence in the hotel. Here, it is identified that the service consistency has declined severely along with the level of guest satisfaction rates. Since the beginning of 2023, customer reviews have demonstrated in thousands of guest complaints about inattentive staff, housekeeping delays, and poor maintenance of rooms. These issues have impacted the brand reputation negatively, besides operational efficiency and brand reputation, placing the hotel’s occupancy and revenue at risk amidst the intensely rival hospitality industry. The root causes, mentioned in the analysis section, included insufficient training, aging infrastructure, weak real-time guest feedback systems, post-pandemic labour shortages, along with gaps in franchise oversight. The macro aspects have been highlighted and discussed in the STEEPLED analysis. Furthermore, SWOT analysis uncovered brand prestige of Hilton and prime location as its vital strengths. However, it also noted rising competition and service inconsistencies as its weaknesses. The TOWS matrix application suggested the future strategies including staff upskilling, loyalty programme enhancement, tech integration, and sustainability branding. 
Recommendations: This section focuses on six critical areas: staffing and training, service quality, infrastructure, technology, franchise oversight, and sustainability. Solutions include recruitment partnerships, modular onboarding, upgraded room technology, real-time data systems, peer learning networks, and green retrofits. Supported by Lewin’s change model, implementation will be phased with staff engagement and clear KPIs. This integrated strategy aims to enhance service consistency, boost guest satisfaction, and ensure long-term operational efficiency. It is a combined approach that should help to increase the consistency of services, improve guest satisfaction, and achieve operational efficiency in the long term.
Action Plan:
In order to ensure the effective change in Hilton Manchester Deansgate, the detailed plan of actions is developed. This is a well-devised action plan that addresses vital loopholes in the operations such as inadequate data analytics in real-time, backdated infrastructure, and unreliable quality in services. The action plan stresses upon phased implementation. This begins along immediate programs such as recruitment collaborations, service recovery framework execution, and training of personnel. Moving further, medium-to-long-term approaches comprise adoption of CMMS, sustainable retrofitting, systems of guest analytics, and upgradations of infrastructure. The solutions in action plan are meticulously designed in order to resonate international brand image of Hilton while tailoring to regional demands of the marketplace. In addition to this, the action plan’s expected outcomes comprised decreased turnover of workers, enhanced effectiveness in operations, measurable enhancement in profitability and loyalty of consumers, and satisfaction of guests. Constant tracking of growth as well as KPIs utilisation would assist to guarantee responsibility. 
Conclusion:
In the end, through executing proposed suggestions as well as complying with the structured plan of action, Hilton could deal with their inconsistencies in services after coronavirus pandemic as well as re-establish their leadership within the hospitality market of the Northern UK. Thus, it can be evaluated that this change would not just increase experiences of guests, however, additionally empower lasting economic sustainability and lasting brand value. 
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[bookmark: _Toc200743587]Introduction
The consultancy report has been commissioned by one of the flagship properties in Manchester, Hilton Manchester Deansgate. The purpose of drafting this consultancy report is to address a critical issue that is evidently affecting the operational performance of the aforesaid hospitality organisation. The issue to be analysed is the declining trend of customer satisfaction and inconsistency in hospitality service delivery, right after the pandemic situation. The rate of travelling activities has returned to pre-pandemic era and with this expectation of customers has increased as well, particularly within the business and luxury travel segments. However, Hilton Manchester has struggled a lot to fulfil currently heightened expectations, as evident in its NPS score where it stands in the 3rd position after Ritz-Carlton and Hyatt. Within such an industry where brand reputation impacts the rate of occupancy and revenue, the identified issue poses a greater threat to the competitive positioning of Hilton Manchester within the hospitality market of Northern UK. 
[image: ]
Figure 1: NPS of Hilton
(Source: Comparably, 2025)
[bookmark: _Hlk200727577]Started in 2006, the Hilton Manchester Deansgate is located in the iconic Beetham Tower that is one of the tallest skyscrapers in the UK (Caswell, 2025). The hotel comprises of 264 guest rooms, including business-class and executive suites along with popular Cloud 23 rooftop bar, event and meeting spaces, an on-site restaurant, a spa and wellness centre (Cloud 23, 2025). The hotel benefits from the globally well-known Hilton Hotels and Resort chain’s global reputation for service and quality. Furthermore, prime location of Hilton Manchester makes is more attractive alternative for both leisure and corporate travellers (Hilton, 2025a). It is particularly those attending events at nearby venues such as the AO Arena and Manchester Central Convention Complex. 
[image: Exterior of Hotel]
Figure 2: Front-side view of Hilton Manchester Deansgate
(Source: Hilton, 2025a)
This consultancy report is prepared by a London-based consultancy firm, namely InsightEdge. The firm offers specialised insights for organisational transformation as well as service innovation for both small- and large-scale organisations, operating within engineering, data processing, and hospitality sectors (InsightEdge, 2025). The firm works with a portfolio of high-end hospitality organisations, event venues, and restaurants, helping them to develop personalised strategies that drive staff productivity, guest satisfaction, and financial resilience. InsightEdge employs stakeholder-focused diagnostics and evidence-based methods to deliver sustainable, practical solutions (InsightEdge, 2025). Consultants at InsightEdge possess extensive industry expertise across various operations, customer experience strategies, and human resource management, which enables a balanced and holistic initiative towards problem-solving (Newton, 2010). 
For investigating and addressing the service delivery issue of Hilton Manchester Deansgate, the consultancy report will apply relevant frameworks of strategic analysis. These frameworks are tailored particularly for the hospitality contexts. The key frameworks to be included are STEEPLED, SWOT, and TOWS matrix. In STEEPLED analysis, the factors related to macro environment will be examined that affect the organisation. These factors include socio-cultural shifts, economic trends, technological advancements, legal influences, environmental requirements, demographic changes, political influences, and ethical considerations. Altogether, these factors will offer a broader perspective to understand the external pressures on the operations of the hotel. SWOT analysis will be applied for assessing the internal strengths and weaknesses prevailing within Hilton Manchester Deansgate. The framework also identifies the opportunities and threats from external environments. Finally, TOWS matrix will be applied to convert the SWOT outcomes strategically into actionable solutions. The matrix permits the exploration of how the organisational strengths can be utilised for mitigating the threats, in which way the weaknesses can be enhances utilising opportunities, and how effective strategies can be developed for further organisational resilience at the Hilton Manchester Deansgate hotel. 
[bookmark: _Toc200743588]Analysis
[bookmark: _Toc200743589]Identified issue
Hilton Manchester Deansgate has been facing a noticeable decline in its service consistency and customer satisfaction since early 2023. The issue has been manifested through the rise of customer reviews emphasising delays in room service, lapse in cleanliness, equipment failures, and indifferent from the frontline staff occasionally (TripAdvisor, 2025a). There are tonnes of reviews from 2023 to the present date that reported confusion in bookings, lack of customer service, provision of essential needs such as TV remotes or pillows, along with inadequate responses from reception team when guests reported issues. The staff behaviour issues range from lack of empathy to unhelpful tone (TripAdvisor, 2024). Although the amenities of the hotel, especially at Cloud 23 along with the breakfast buffet, seemed to be well-regarded, these are mainly the operational failures at service-delivery and guest-room level thar are main issues. Dissatisfaction among customers brims at the basic service levels for a luxury hotel, not merely in value-added segments, indicating long-standing systematic issues in Hilton Manchester Deansgate’s service standards. Concerns could arouse further from these issues as they are diminishing customer loyalty, harming online brand reputation, and risk lowering occupancy within an intensely competitive market amidst city-centre. 
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Figure 3: Poor service review
(Source: TripAdvisor, 2024)
[bookmark: _Toc200743590]Impact on Hilton Manchester Deansgate
The immediate impacts gained from the aforesaid service inconsistencies seemed to have been multifaceted. 
Reputation erosion: Currently, the selected hospitality brand possesses a TripAdvisor rating of 3.9/5 from 5924 customer reviews (TripAdvisor, 2025a). Therefore, since 2021, the hotel is receiving average number of “very good” ratings and mostly specified the poor customer services, unhelpful front desk, and worn furniture (TripAdvisor, 2021). Visibility in the online review platforms is highly necessary to be impressive in the post-pandemic time, as negative guest reviews can erode prospective bookings rapidly. 
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Figure 4: Overall review
(Source: TripAdvisor, 2025a)
Guest loyalty decline: The loyal customers of Hilton, such as the members of Hilton Honours, have reported lower level of satisfaction. These customers have also reported that they have noticed inadequate follow-up practices from the hotel’s management on the intense complaints (Reddit, 2024a). When the status and rewards could not guarantee the basic service standards, the risk of customer retention increases. 
Operational efficiency and impacts of cost: There are frequent complaints from guests regarding missing amenities, repeated housekeeping calls, and remote delivery cycles (TripAdvisor, 2023). These exemplify inefficiencies. Staff time seemed to have been spent in responding reactively, instead of attending guest concerns proactively, minimising the productivity rate of services, besides inflating operational costs. 
Revenue and occupancy pressure: With high expectations due to premium rates of stays at Hilton Manchester Deansgate (starting from £139), failure to provide basic customer service reduces the perceived value for costs (Hilton, 2025b). Customers noted that they could have chosen cheaper alternatives that promised high-quality service reliability. Continuous negative sentiment seemed to have started threatening the hotel’s occupancy and discouraged the chances of repeat businesses. 
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Figure 5: Rate of rooms at Hilton Manchester Deansgate
(Source: Hilton, 2025b)
[bookmark: _Toc200743591]Causes of the issue
Labour shortage ad staff overload: The recruitment difficulties after COVID-19 is still persistent in the hospitality industry of the UK. There are reports of missing items and delayed responses from housekeeper at the hotel. These are because of overloaded staff. According to the findings of Opus (2024), 61% of the hospitality businesses in the UK are yet facing the issue of staff shortage. 
Training and onboarding deficits: Guests at Hilton Manchester are often complaining about dismissiveness or indifference nature of front-line staff. It points out the insufficient training of ‘soft-skills’, especially on problem resolution and empathy. 
Aging infrastructure: There are multiple reviews on TripAdvisor stated “dated decor”, poor hygiene, and equipment malfunction (Reddit, 2024c). Though the pool and Cloud 23 remain strong, guest-room maintenance created a jarring problem for the brand as it has been paired with luxury hospitality segment. 
Poor data-driven insights: There has been limited evidence on the fact the organisation has adopted measures for real-time guest experience tracking. The reviews from visitors revealed slow response from management, poor hospitality standards, and indifference to guest problems. Without consistent and updated insights on staff performance and customer’s perspectives, problems proliferate unaddressed, harming brand reputation further. 
Gaps in franchise and corporate oversight: Feedback from broader industry suggested that franchised Hilton experience inconsistency in standard and deferred issues of maintenance (Reddit, 2024b). In this model, the priorities of the owner may not be in complete alignment with the expectations of the brand. 
[bookmark: _Toc200743592]Application of STEEPLED Framework
	Factor
	Description
	Impact on Hilton Manchester Deansgate

	Social
	Guests today value personalised, empathetic, and seamless service experiences (Das, 2023). Social media and review platforms influence perception, with negative reviews spreading rapidly. The trend of “experience over product” dominates travel decisions.
	Online reviews have criticised staff indifference and slow service, especially during check-in and room service delivery. This reduces brand loyalty, especially among millennials and Gen Z who expect a personal touch (Noordzife, 2014). The hotel’s inconsistency in delivering Hilton's brand values undermines trust in both physical and digital communities.

	Technological
	Tech innovations like contactless check-ins, digital room keys, and smart-room controls are transforming guest expectations. Hotels also use analytics to track guest preferences and respond in real time.
	Hilton’s lag in adopting these technologies at the Manchester Deansgate location places it behind tech-savvy competitors. Guests have expressed frustration with outdated systems and malfunctioning equipment. The absence of AI-driven guest feedback loops or real-time service recovery tools means complaints often go unresolved.

	Economic
	The UK hospitality sector is navigating high inflation, rising operational costs, and cautious consumer spending post-COVID. Guests now demand more value for money.
	Guests feel they aren’t receiving full value for the £139+ nightly rates charged. Negative perceptions of cost-to-service ratio may lead to preference for more reliable, lower-cost competitors like Premier Inn or regional boutique hotels. Reduced disposable income makes guests more critical of any service flaws (Subramaniam et al., 2011).

	Environmental
	Eco-consciousness is growing among guests, with demand for sustainable practices such as waste reduction, energy efficiency, and green certifications.
	Hilton globally markets its “Travel with Purpose” sustainability initiative, but at the Manchester site, reviewers note issues like poor waste bin management and energy-inefficient climate control in rooms. Such inconsistencies detract from the eco-conscious branding efforts.

	Political
	Post-Brexit immigration policies have impacted the UK’s access to EU hospitality workers, resulting in labour shortages. Changes to labour laws and visa policies affect recruitment and retention.
	The hotel is facing staff shortages and operational fatigue. Housekeeping delays and service inconsistency stem partly from unfilled roles and high turnover. Brexit-related labour restrictions continue to impact recruitment pipelines in Manchester’s urban hospitality market.

	Legal
	Compliance with health and safety, GDPR (data privacy), and UK employment laws is essential (Ebert et al., 2021). Employee wellbeing regulations are receiving more enforcement.
	Any gaps in training, mismanagement, or under-resourcing could potentially open the hotel to liability, especially regarding guest safety or mishandled complaints. Reviews noting unclean rooms or malfunctioning systems could indicate lapses in safety compliance or risk assessments.

	Ethical
	Guests expect fairness, transparency, inclusivity, and dignity in how they are treated by hospitality staff. Similarly, staff expect fair treatment and working conditions.
	When guests report indifference, rudeness, or lack of empathy, it signals deeper issues in ethical training and workplace morale. Ethical misalignment not only offends guests but may also demotivate staff—fueling a negative service culture loop.

	Demographic
	Manchester’s tourism sector serves a diverse demographic: leisure travellers, international tourists, corporate delegates, and locals. There is also a growing aging population and multicultural visitor base.
	Failure to train staff in inclusive communication or cultural sensitivity reduces satisfaction among international guests (Wang, 2025). The hotel’s inconsistent ability to adapt to varied needs (e.g. families vs. solo travellers) impacts guest comfort and repeat visitation rates.

	External Events
	Events like COVID-19, rail strikes, and economic recessions reshape consumer behaviours, cause booking volatility, and pressure staff availability (Liang, 2023).
	COVID has left a lasting talent gap in UK hospitality. Recurring industrial actions (e.g. train strikes) also disrupt check-in volumes and create customer service bottlenecks. The hotel appears to have insufficient contingency planning, adding pressure during surges.


Table 1: STEEPLED Framework
(Source: Self-created)
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	SWOT Element
	Details

	Strengths
	• Brand Power: As part of the Hilton Worldwide portfolio, the hotel enjoys high brand recognition, loyalty program benefits (Hilton Honors), and global marketing reach (Hilton, 2025a). • Prime Location: Located in the Beetham Tower in the heart of Manchester, close to Deansgate Station, Manchester Central, and key shopping and nightlife districts – ideal for both leisure and business travellers. • Facilities and Views: The hotel boasts panoramic city views, a popular rooftop bar (Cloud 23), a full-service spa, fitness centre, and extensive event/conference space. 

	Weaknesses
	• Service Inconsistency: Guests frequently report inconsistent service quality, slow check-in processes, and staff unresponsiveness. • Aging Infrastructure: Despite its modern exterior, elements like worn-out furnishings and outdated in-room tech detract from the premium experience. • Staff Shortages: Post-Brexit and post-COVID labour shortages affect operational efficiency and customer satisfaction, particularly during peak periods (Paraskevadakis and Ifeoluwa, 2022). • Negative Reviews: Persistent complaints on TripAdvisor and Google Reviews about cleanliness, response times, and value for money are eroding guest trust.

	Opportunities
	• Tech Integration: Introducing digital check-ins, AI-driven feedback response, and smart-room upgrades can enhance guest experience and efficiency. • Sustainability Branding: Greater alignment with Hilton’s global sustainability initiatives (e.g., waste reduction, energy-efficient upgrades) can appeal to eco-conscious travellers. • Training and Upskilling: Revamping staff training on customer service, inclusivity, and crisis handling can significantly improve satisfaction metrics. • Event-Driven Marketing: Leveraging Manchester’s booming event calendar to create themed promotions and packages.

	Threats
	• Rising Competition: New boutique hotels and upgraded budget chains like Premier Inn and Leonardo are offering better value and service consistency. • Labour Market Volatility: Ongoing staffing challenges may worsen without retention strategies, affecting service standards (Buchan et al., 2022). • Online Reputation Damage: Continued accumulation of negative online reviews may reduce bookings and harm long-term brand equity.


Table 2: SWOT analysis
(Source: Self-created)
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	TOWS Strategy Type
	Strategic Actions

	Strengths–Opportunities (SO): Use internal strengths to capitalise on external opportunities
	• Leverage Hilton’s global tech partnerships to introduce digital check-ins and AI-driven guest feedback systems, enhancing operational efficiency. • Promote the hotel’s unique views and amenities (e.g. Cloud 23) through targeted event-based marketing, capitalising on Manchester’s thriving event and nightlife scene.

	Strengths–Threats (ST): Use strengths to counter external threats
	• Use Hilton’s brand credibility and loyalty programs to retain guests amid rising competition, promoting added value through exclusive member perks. 

	Weaknesses–Opportunities (WO): Address internal weaknesses by leveraging external opportunities
	• Combat staffing challenges by investing in comprehensive training and employee retention programs aligned with Hilton’s global HR frameworks (Hassanein and Özgit, 2022). • Partner with sustainability organisations to visibly enhance green initiatives.

	Weaknesses–Threats (WT): Minimise weaknesses and avoid threats
	• Upgrade aging infrastructure and resolve tech inefficiencies to reduce guest complaints and improve satisfaction ratings (González-Prida et al., 2025). 


Table 3: TOWS Matrix
(Source: Self-created)
[bookmark: _Toc200743595]Recommendations and Change Management 
[bookmark: _Toc200743596]Overview of the identified Issues  
Reviewing the key findings, it is identified that the Hilton Manchester Deansgate is lacking in delivering high-quality hospitality services to its targeted audience. The customers of the hospitality industry are expected to experience a high quality of service (Runtime, 2025). Several internal and external reasons are there that are responsible for creating the issue.  For example, it is identified that service consistency and guest satisfaction have been reducing, negative reviews on room service, such as delays in room services, equipment failures, lack of cleanliness, and others. The core reason for these issues is the lack of effective tranings for the employees, lack of skilled and knowledgeable staff in high numbers and others. Moving forward, the old equipment is the reason for equipment failures. To effectively understand the performance of an organisation, real-time data is highly required (Olayinka, 2021). An examination of the organisation’s setting up and operating systems reveals the absence of real-time performance monitoring. Presently, a mechanism is lacking to collect operational data on a day-to-day basis. At times, these service-related cases may be resolved in a swift manner due to this lack; usually, informed decision-making is impaired, thereby casting shadows on operational efficiency. Resulting in a drop in guest engagement levels, this gives rise to dissatisfaction and consequently produces subpar service experiences. Without further responsiveness, the issue then cripples profitability as well as long-term competitiveness. In the long run, these weaknesses diminish the reputation of the organisation, thus posing a limit on retaining its loyal clientele as well as developing new ones. Services can improve in quality together with guest satisfaction and performance through the installation of real-time data systems.
[bookmark: _Toc200743597]Recommendations
	Problem Area
	Issues Identified
	Recommendations
	Implementation Approach
	Estimated Cost

	1. Staffing and Training
	- Staff shortages - High turnover - Poor onboarding and training
	- Launch recruitment partnerships with local hospitality colleges, universities, and international recruitment agencies. - Introduce structured and modular onboarding programs for both front-of-house and back-of-house staff. - Implement continuous professional development (CPD) programs focusing on emotional intelligence, customer empathy, cultural awareness, and luxury service standards. - Develop clear career progression pathways with skill-based certifications and leadership development initiatives to boost retention (Hunter-Johnson, 2023).
	- Partner with Manchester Metropolitan University, Salford University, and overseas hospitality schools. - Design a 3-week blended onboarding program (classroom + on-the-job training). - Adopt digital learning platforms for ongoing CPD. - Establish annual leadership bootcamps for supervisors and team leaders. - Link bonus schemes to guest satisfaction KPIs.
	Recruitment Partnerships: £20,000/year Onboarding Development: £15,000 setup + £5,000/year Leadership Bootcamps: £10,000/year Bonuses: £50,000/year

	2. Service Quality and Standards
	- Inconsistent service delivery - Weak complaint handling process - Lack of proactive service culture
	- Conduct a full audit of all service touchpoints. - Redesign and simplify SOPs with input from frontline staff. - Implement a formalised Service Recovery Framework (SRF) empowering staff to handle common complaints instantly. - Launch a quarterly mystery guest programme covering all guest segments. - Introduce daily pre-shift service briefings to reinforce standards and share guest feedback.
	- Engage third-party hospitality consultants to review SOPs. - Train all staff in Hilton’s global service culture modules. - Empower guest-facing staff with minor financial authority for instant service recovery. - Implement post-shift debriefs to review daily performance. - Rotate mystery guest scenarios to include families, corporate clients, and VIPs.
	SOP Audit: £30,000 (one-off) SRF Training: £5,000/year Empowerment Allowance: £20,000/year Mystery Guest: £10,000/year

	3. Infrastructure and Maintenance
	- Aging guest rooms - Outdated fixtures - Recurring equipment failures - Delayed maintenance responses
	- Adopt a Computerised Maintenance Management System (CMMS) for real-time maintenance scheduling (Picozzi et al., 2024). - Implement phased room renovation (25% of rooms upgraded per year). - Upgrade key in-room technology: smart TVs, fast Wi-Fi, mobile keyless entry, modern HVAC systems. - Prioritise replacing outdated plumbing, carpets, and furniture. - Introduce "guestroom readiness audits" before check-ins.
	- Purchase and implement CMMS software with mobile access. - Conduct renovation work in low-occupancy periods to minimise disruption. - Use guest feedback data to prioritise renovation areas. - Create rapid response teams for guestroom failures. - Establish vendor contracts for priority equipment replacements.
	CMMS: £10,000/year Room Renovation: £750,000/year (phased) Tech Upgrades: £200,000 Staff Training: £5,000/year

	4. Technology and Data Insights
	- Lack of real-time data analytics - Reactive operational decisions - Low visibility of guest satisfaction trends
	- Install advanced guest experience analytics platform. - Implement predictive workforce scheduling software (Alabi et al., 2024). - Upgrade CRM systems to integrate guest preferences and personalisation (Whittington, 2020). - Launch instant digital guest feedback via QR codes, mobile apps, and post-stay surveys. - Develop daily data dashboards for department heads.
	- Purchase guest analytics platforms with AI-based sentiment analysis. - Train department heads to interpret dashboards. - Synchronise CRM with Hilton Honors profiles. - Use feedback data to adjust staffing and services daily. - Encourage proactive service adjustments based on real-time guest sentiment.
	Analytics Software: £30,000 setup + £10,000/year CRM Upgrade: £25,000 QR Feedback: £7,500 setup + £1,000/year Scheduling Software: £15,000/year

	5. Franchise Oversight and Governance
	- Misalignment between corporate brand standards and local operations - Slow decision-making - Lack of knowledge sharing
	- Establish a joint Hilton Corporate Taskforce for quarterly compliance and innovation audits. - Empower local managers to adapt operations based on local market conditions. - Launch peer-learning consortium across Hilton UK properties to share best practices. - Create annual leadership exchange visits among properties.
	- Schedule quarterly joint audits with Hilton’s corporate leadership. - Define clear boundaries for local decision-making authority. - Arrange property exchange visits and collaborative forums. - Share operational benchmarks transparently across participating hotels.
	Taskforce Budget: £15,000/year Peer Learning Consortium: £5,000/year Leadership Exchange: £10,000/year

	6. Sustainability and Cost Efficiency
	- Rising energy and water costs - Growing pressure for environmental responsibility from guests and corporate clients
	- Retrofit lighting with LED and motion sensor technology. - Upgrade HVAC systems for improved energy management (Menegaki, 2024). - Install low-flow water fixtures. - Enrol property in Hilton’s Travel with Purpose global sustainability platform. - Promote hotel’s sustainability certifications and milestones to attract eco-conscious corporate clients and conferences. - Monitor environmental KPIs monthly for continuous improvement.
	- Engage green retrofit contractors for staged upgrades. - Schedule retrofits during maintenance windows to avoid disruption. - Create quarterly internal sustainability reports. - Integrate sustainability messaging into all marketing and sales proposals. - Train staff as Green Champions to foster internal engagement.
	Green Retrofit: £100,000 Energy Savings: £25,000/year Green Champion Training: £2,500/year Marketing Budget for Sustainability: £5,000/year


Table 5: Recommendation for Hilton Manchester Deansgate 
(Source: Self-created)

[bookmark: _Toc200743598]Change management strategies
Implications of an effective change management model are highly required to ensure successful implementation within the business. Lewin's change management model is highly appropriate to guide the change. This model highlighted 3 stages in which change can be implemented. Unfreeze, change, and refreeze are the three stages in change management. 
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Figure 6: Change management strategies
(Source: Radtke, 2022)
Unfreeze Stage:
It is noticed that while implementing changes in a business, one of the issues that is identified is resistance to change (Fernandes dos Santos and Aires, 2023). To make sure that all the employees are well-informed on the change, clear communication needs to be ensured. This will help in understanding the reason for the changes and the benefits that the organisation can get through the implementation of the change. This will reduce the fear of change and mitigate the resistance to change.  Organising the town hall meetings will benefit from providing clear information on the change to the employees of the Hilton Manchester Deansgate. 
Change Stage:
In the change stage of Lewin’s change management model, the changes are made (Radtke, 2022). In the context of the selected project, the training pogrammes for the employees will be provided. This helps in reducing the disruption of the change.  The organisation needs to assign the change champions for implementing the departmental changes. Clear and transparent KPIs will be integrated. 
Refreeze Stage:
The organisation needs to integrate standard operating procedures in the daily operations (Burnes, 2014). This helps in sustaining the change within the Hilton Manchester Deansgate. The Hilton Manchester Deansgate needed to regularly monitor the service quality and consistency using real-time data. The implication of the rewards is the other strategic approach to continuously maintain satisfaction among employees (Elrayah and Semlali, 2023). Rewards will be provided to the employees who achieve the targeted KPI. 
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Success Measurement Framework  
	Area
	KPI
	Target
	Expanded Explanation

	Guest Satisfaction
	NPS (Net Promoter Score)
	From current 3rd position to No. 1 in city within 12 months
	Achieving the No. 1 NPS ranking involves enhancing guest experiences through personalised services, addressing feedback promptly, and ensuring consistent service delivery (Yoo and Dalton, 2021).

	Service Quality
	Mystery Shopper Score
	90% score by Q4 2026
	Mystery shopper evaluations will assess service delivery, cleanliness, staff interaction, and facility quality. A 90% score indicates exceptional service standards. 

	Employee Metrics
	Staff Turnover Rate
	Reduce by 20% within 18 months
	High staff turnover affects service consistency (Baron and Armstrong, 2007). Reducing turnover by 20% involves improving employee engagement, providing career development opportunities, competitive compensation, and fostering a positive work culture to retain skilled staff.

	Financial
	RevPAR (Revenue per Available Room)
	+8% YOY increase
	An 8% year-over-year RevPAR increase will be driven by optimised pricing strategies, targeted marketing campaigns, and improved occupancy rates. Strategic promotions and partnerships will attract new customer segments and increase average revenue per room.


Table 6: Success Measurement Framework
(Source: Self-created)
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Execution of the proposed suggestions made tactically at Hilton is anticipated to create profound reputational, economic, and operational advantages throughout several business areas. First and foremost, training and staffing enhancement would give results in excellent consistency of services, enhanced morale of workers, and decreased rates of turnover Nur, F., (Harrison et al., 2021). Employees that are confident and well-trained would improve experience of guests via culturally-aware, empathetic, and effective delivery of services. This significantly led towards excellent NPS (Net Promoter Scores), repetitive bookings and excellent online reviews. Moving further, standardisation and improvement of quality in services via SRF (service recovery framework) and adequate SOPs would strengthen frontline workers to manage complications actively, lowering complaints, and enhancing satisfaction of consumers. Mystery guest audits’ execution would additionally recognise loopholes in performance and manage accountability regularly. Furthermore, upgradations in maintenance and infrastructure, especially CMMS’ utilisation and phased renovation, would enhance comfort of guests, improve holistic hotel aesthetic, and decrease interruptions in service Au-(Yong et al., 2024). Functional amenities and current in-room technology would address modern business needs as well as luxury travellers. This additionally enhances rates of occupancy. Moreover, using feedback at actual-time and data analytics tools help in making active decisions, customised experiences of guests and excellent allocation of resources. This actual-time information enhances effectiveness in operations and allows the hotel in promptly react towards complications in their services prior to huge losses. Empowering peer learning and franchise supervision throughout Hilton would offer a culture of knowledge-sharing and resonate regional practices alongside global standards of the hotel, all while helping agility for local requirements. In addition to this, initiatives of sustainability would lower expenses in operations in long-period, address growing demand of customers in terms of eco-aware hospitality, and improve reputation of the business (Ma et al., 2025).  On a holistic note, these improvements would foster growth in revenue, place the hotel being a standard of excellence in this sector, and enhance loyalty of consumers. 
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The necessitated holistic investment in terms of proposed suggestions’ execution is anticipated to nearly 1.35 million pounds. This comprises expenses in terms of technology upgradations, data analytics execution, sustainability retrofits, renovations in infrastructure, and development of staffing. Although, capital investment seems highly significant, the ROI is anticipated in twenty-four to thirty months, fostered through excellent retention of consumers, cost savings of energy, and improved rates of occupancy. Allocation of budget and activities’ tactical phasing guarantees manageable flow of cash, although operational effectiveness and performance-based incentives are expected to elevate yearly revenues by nearly fifteen to twenty percent. 
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	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Staff shortage and high turnover
	Partner with local universities and international recruitment agencies to build a robust talent pipeline. Introduce a structured 3-week onboarding programme combining theory and practical training.
	Improve recruitment quality, reduce vacancy periods, and increase staff retention and morale (Tancred et al., 2024).
	Short Term (0–3 months)
	Sept 2025
	£40,000

	2
	Inconsistent service quality and complaint handling
	Redesign and simplify Standard Operating Procedures (SOPs), implement a Service Recovery Framework (SRF), and empower frontline staff with autonomy and training.
	Deliver seamless guest experiences, faster issue resolution, and improve online review scores and NPS.
	Medium Term (3–6 months)
	Dec 2025
	£55,000

	3
	Aging rooms and recurring equipment failures
	Conduct phased renovation of 25% of rooms annually, prioritise upgrades in technology (smart TVs, HVAC, Wi-Fi), and replace dated fixtures. Use CMMS for preventive maintenance scheduling.
	Enhance room functionality and aesthetics, reduce guest complaints, and lower repair costs.
	Long Term (6–24 months)
	Dec 2026
	£950,000

	4
	Lack of real-time data analytics and insights
	Deploy guest sentiment analytics platforms, integrate CRM with Hilton Honors data, and implement QR-code-based instant feedback. Launch departmental dashboards.
	Enable proactive, data-driven decision-making and personalisation of guest services (Odionu et al., 2024).
	Medium Term (3–6 months)
	Jan 2026
	£73,500

	5
	Misalignment between corporate and local operations
	Establish quarterly taskforce audits with Hilton HQ, empower managers for local decisions, and set up peer-learning exchanges across Hilton UK properties.
	Improve operational flexibility, share best practices, and boost brand consistency.
	Short Term (0–3 months)
	Sept 2025
	£30,000

	6
	High utility costs and environmental expectations
	Retrofit lighting to LED, upgrade HVAC systems, install low-flow fixtures, and promote green initiatives under Hilton’s "Travel with Purpose" platform.
	Achieve sustainability goals, reduce operational costs, and attract eco-conscious guests (Iwuanyanwu et al., 2024).
	Long Term (6–12 months)
	June 2026
	£132,500

	7
	Lack of performance tracking and accountability
	Introduce KPIs for service quality, conduct daily team briefings and debriefings, and implement reward schemes for exceeding performance benchmarks.
	Maintain continuous improvement culture, increase team motivation, and ensure service consistency.
	Ongoing
	Continuous
	£55,000/year


Table 7: Action Plan
Source: Self-developed
[bookmark: _Toc200743603]Conclusion
This consultancy report has examined the key operational challenges affecting Hilton Manchester Deansgate, specifically the post-pandemic decline in customer satisfaction and the inconsistency in service delivery. Despite being one of the flagship properties of Hilton in Northern UK, Hilton Manchester is currently facing intensified competition from high-performing rivals such as the Ritz-Carlton and Hyatt. The resurgence in business and leisure travel has raised customer expectations, and Hilton Manchester’s current operational standards have not sufficiently kept pace, as reflected in declining Net Promoter Scores (NPS) and negative online feedback. These gaps are detrimental not only to guest satisfaction but also to long-term brand loyalty and revenue performance.
[bookmark: _Toc200743604]Through a thorough examination, six problem areas were core to the underperformance of the organisation which include staffing and training gaps, service quality inconsistency, ageing infrastructure, unavailability of real-time data and analytics, a lack of alignment between local operations and franchise management, and increasing sustainability demands. These challenges are interdependent, and they all work together to compromise the capacity of the hotel to provide consistently outstanding guest experience.
The report has therefore made a series of strategically aligned recommendations and an elaborate, costed action plan to deal with these problems. Strategic alliances to recruit talent, creating onboarding and ongoing training programmes, formalising Service Recovery Framework (SRF), infrastructure enhancement, adoption of advanced analytics and CRM solutions, and going green are among the significant recommendations. The objectives of these measures are to increase the operational efficiency, guest satisfaction, decrease employee turnover and bring the local operations in line with the global Hilton standards.
The action plan identifies the detailed initiatives that have timelines, owners, budget estimates and the intended results. Notably, it is staged and fiscally prudent, focusing on high-impact steps in the short term, like training and SOP redesign, without excluding long-term infrastructure and digital tech investment. The financial summary shows an approximate budget of 1.35 million pounds and the investment will pay back in 24-30 months mainly due to increase in guest retention, increase in occupancy and energy costs savings.
Change management has been identified as a key factor of success in implementation of such initiatives. It has been proposed that the Lewin change model including the unfreeze, change, and refreeze stages should be utilised to make sure that minimal employee resistance is recorded, the communication is unambiguous, and the change is integrated into routine operations. Also, to ensure the lasting effect of the improvements made, it is necessary to incorporate key performance indicators (KPIs) and tie the incentives to performance.
To sum up, Hilton Manchester Deansgate is at a crossroads. The property will regain its competitive edge in the luxury hospitality sector by being dedicated to the realization of the present recommendations and adopting a can-do culture of change. This change is not only going to make the service and the overall experience of the hotel more resilient but also will help it reaffirm its brand positioning and financial sustainability in an extremely challenging post-pandemic time. The triumph of this undertaking will restore Hilton Manchester Deansgate as a market leader, not only because of its iconic status in the skyline, but also because of the service excellence that is synonymous with global hospitality brand. Customer satisfaction and service inconsistency is also a part of post-pandemic operational problems of Hilton Manchester. The performance of the hotel has also been influenced by competition, ageing infrastructure and workforce discrepancies. Thus, this report, considering a staged investment of 1.35 million pounds, proposes a couple of strategic initiatives, such as improved training, enhanced digital acuity, service recovery plans, and eco-friendly initiatives. The change management with the assistance of the Lewin model and the KPIs connected with performance will be utilized as the implementation support means. By adopting innovation and proactive service culture, Hilton Manchester can have an advantage over its competitors, deliver superior guest experience, and position itself as a strong performer and luxurious hospitality leader in the United Kingdom.
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