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[bookmark: _Toc2017808955]1. Executive Summary
This consultancy report, prepared by AdriNova Consulting, provides a detailed evaluation of operational, reputational, and sustainability-related issues affecting Travelodge Gateshead. The objective of this report is to support the hotel’s recovery and long-term performance by offering strategic, data-driven recommendations backed by sector research, stakeholder feedback, and recognised management theories. The analysis was conducted using a range of tools including STEEPLED, SWOT, and TOWS frameworks, as well as current academic and industry sources.
Travelodge, the UK’s first budget hotel chain founded in 1985, operates over 600 properties and serves more than 22 million guests annually. Although the brand is widely recognised and continues to expand across the UK and Spain, its Gateshead location has been the subject of concern due to poor customer service, negative employee experiences, outdated facilities, and environmental inefficiencies.
The report began with a location-specific profile, noting Travelodge Gateshead’s proximity to the intu Metrocentre and key cultural attractions in Newcastle. While this strategic position offers potential for high occupancy and corporate partnerships, various customer reviews from TripAdvisor and guest feedback platforms highlight service inconsistencies, cleanliness issues, and staff rudeness. These were matched by worrying reports from former employees on Glassdoor, who cited toxic management culture, overwork, and a lack of professional development opportunities.
Reputational risk was also identified through a past scandal where vulnerable families were evicted from the hotel after a council booking fell through (BBC News, 2015). This raised ethical concerns about the brand’s social responsibility, especially in local public-private partnerships. Although Travelodge has taken steps to train its staff in safeguarding and ethical standards, incidents like this still affect public trust.
Operationally, inconsistent guest experiences and weak quality control have been linked to a lack of investment in staff training and frontline leadership. While the Aspire and Better Me initiatives aim to support staff development and wellbeing, they are not yet fully embedded across all sites. Moreover, the Travelodge Gateshead location has not kept pace with the company’s broader refurbishment programme, leading to a dated guest experience that harms repeat business.
In terms of sustainability, the hotel faces significant challenges. In 2023, the company reduced its electricity use per room by 2%, but its overall emissions increased due to shifts in national energy sourcing (Whitbread, 2024, p. 45). Guest water usage remains high at an average of 116 litres per person, above the desired threshold of 100 litres. These operational inefficiencies increase costs and reduce the hotel's competitiveness in an environmentally conscious market.
A detailed STEEPLED analysis further highlighted the social, technological, ethical, legal, and environmental issues facing Travelodge. Strengths included brand recognition, strategic location, and corporate business services. However, weaknesses such as reputation damage, inconsistent service, and underperformance in diversity targets were prominent. The SWOT and TOWS analyses identified actionable strategies to align strengths with opportunities and minimise threats from negative press, ethical scrutiny, and poor staff retention.
Drawing on the analysis, the report recommends five main strategies:
· Improved staff training focusing on customer service, problem resolution, and hygiene standards.
· Workshops to establish clear ethics and complaints policies, empowering staff to act fairly and confidently in challenging situations.
· Sustainability retrofits such as low flow taps, LED lighting, and smart monitoring systems to reduce environmental impact and costs.
· Expansion of the Aspire+ development programme, offering career progression through mentoring, structured training, and clearer promotion pathways.
· Refurbishment of 20 guest rooms to bring them in line with brand standards, improve guest comfort, and support higher occupancy rates.
These interventions are designed to be cost-effective and scalable. The total estimated cost is £25,000, broken down across training, policy development, retrofitting, staff development, and room upgrades. This is a manageable investment with a high return in terms of guest satisfaction, staff retention, and brand value.
To ensure these changes are successfully adopted, the report applies Kotter’s 8-Step Change Management Model. This includes creating urgency through staff briefings, building a change leadership team, setting a clear vision, and embedding new practices into daily routines. Feedback loops and quick wins will be used to maintain momentum and reduce resistance.
The action plan outlines the proposed solutions in a clear and time-bound format, ensuring the hotel can track progress and remain within budget. It also considers cultural and behavioural aspects of change, drawing from ethical coaching literature and organisational psychology to promote psychological safety and learning mindsets among staff.
Key benefits of implementing this plan include:
· Higher guest satisfaction, driven by better service, cleaner facilities, and refurbished rooms.
· Improved staff morale and retention, supported by development opportunities and ethical leadership.
· Reduced operational costs, thanks to energy and water efficiency improvements.
· Stronger brand reputation, rebuilt through transparent policies, community engagement, and ethical practice.
· Preparedness for future workforce demands, through learning pathways and inclusive recruitment strategies.
These recommendations are supported by current academic and industry research. For example, Beauregard (2011) identifies links between supportive work–home culture and staff performance, while O’Mahoney (2021) stresses the importance of adaptive, value-focused consultancy in change settings. The report also draws on sector studies around diversity (Soliman, 2025), ethical leadership (Kalshoven et al., 2011), and the use of AI and personalisation in hospitality training (Wheeler, 2025).
In conclusion, this consultancy report offers a realistic, research-backed strategy to support Travelodge Gateshead in resolving key issues and enhancing performance. It provides a roadmap to long-term sustainability and business growth, balancing operational efficiency with ethical leadership and staff empowerment.
AdriNova Consulting would like to thank Travelodge for the opportunity to undertake this project. We hope the insights and actions proposed in this report will support lasting improvement at Gateshead and can be scaled across the wider Travelodge portfolio. We remain available for continued support and future collaboration.
[bookmark: _Toc698791556]2. Introduction
This report looks at the problems faced by Travelodge and why it is considered a problematic hotel. A consultant is someone who gives advice to managers on more difficult problems, like company policies and staff matters. They can also help with daily tasks when needed (Armstrong, 2016, p. 54).
Travelodge was founded in 1985 and became Britain’s first budget hotel chain. Today, it is still one of the largest, with over 600 hotels and 47,000 rooms across the UK, Ireland, and Spain (Travelodge, 2024). The company welcomes more than 22 million guests every year, with most hotels located in big cities, towns, near airports, and business centres. Most of its hotels are rated 4 stars or higher on TripAdvisor (Travelodge, 2024).
Travelodge is continuing to grow, with plans to open 300 more hotels in the UK and expand further in Spain after buying six hotels from Louvre Hotels Group in 2024. It also employs over 13,000 people and is focused on diversity, inclusion, and upgrading its hotel rooms, with over 50% of rooms already modernised (Travelodge, 2024). Despite this, some locations such as Travelodge Gateshead have received negative feedback, indicating ongoing issues with management, service, and sustainability that need urgent attention.
This consultancy report has been developed by AdriNova Consulting, a professional firm specialising in operational improvement, staff engagement, and ethical leadership within the hospitality sector. The purpose of this report is to assess the key challenges at Travelodge Gateshead and provide practical, evidence-based recommendations for improvement.
In order to achieve this, the report will apply a range of strategic and analytical tools. These include STEEPLED analysis, which explores external factors such as social, technological, economic, environmental, political, legal, ethical, and demographic influences; SWOT analysis, which identifies the hotel's internal strengths and weaknesses, as well as external opportunities and threats; and TOWS analysis, which builds actionable strategies based on the SWOT findings. In order to understand and improve Travelodge’s performance, it is important to consider the organisation’s core purpose. According to Whittington et al. (2020, pp. 8–9), strategy is not just about making profit, but also about creating a clear and inspiring purpose that motivates staff and appeals to stakeholders. This purpose is often defined through mission, vision, and values. For Travelodge, improving service, upgrading hotels, and focusing on inclusion all link to a wider mission of making travel more accessible and comfortable. As a consultant, understanding this purpose helps ensure that any recommendations align with the hotel’s goals and contribute to long-term success (Whittington et al., 2020, pp. 8–9).
The report is structured into several key sections. It begins with an in-depth analysis of the hotel’s current situation, followed by detailed recommendations and a change management plan. These are supported by a clear action plan, cost summary, and a method for monitoring and evaluating success. The conclusion summarises the key findings and thanks Travelodge for the opportunity to collaborate.
[bookmark: _Toc1263172169]3. Analysis 
[bookmark: _Toc516025568]3.1. Travelodge Gateshead
The Travelodge Gateshead hotel is close to the intu Metrocentre, one of Europe’s biggest indoor shopping centres. It’s also not far from popular attractions in Newcastle, like the BALTIC art centre, the Great North Museum, and the bars in Grainger Town. The famous Angel of the North statue is also nearby (Travelodge, 2025). The rooms come with a comfy king-size bed, four pillows, and a warm duvet. Guests will find places to eat and drink within walking distance of the hotel (Travelodge, 2025).  Travelodge makes it simple to book rooms for large groups. Whether it's for a sports event, a work trip, or a family gathering, their Groups team will help organise everything from beginning to end, making the process quick and stress-free (Travelodge, 2025). Furthermore, Travelodge Business is a free service for companies to book and manage hotel stays easily. Members get a 5% discount on flexible bookings, which can be changed or cancelled for free. Businesses also benefit from interest-free credit, spending reports, and helpful customer support-all with no joining or booking fees (Travelodge, 2025).
[bookmark: _Toc2101416054]3.2 Reputational Risk
[bookmark: _Toc981927243]3.2.1 Customer Complaints and Employee Experiences
Customer service is another big issue. Many online reviews complain about bad service and dirty or broken facilities. At the Travelodge in Holyhead, one customer said their room had no towels, a broken key card, and a broken TV (Steer, 2025). Another guest in London said the staff were rude, they were given the wrong room, and their daughter may have been bitten by bedbugs (Lynette, 2025). One more customer said they were embarrassed during breakfast because the staff said they hadn’t paid-even though there were no clear signs about the cost (Grange, 2025). Former employees have also shared worrying stories. One said the work environment was toxic, with bullying managers and pressure to write fake good reviews (Anonymous, 2025). Another front desk agent said they were overworked and didn’t get enough support (Front desk agent, 2024).
[bookmark: _Toc1995626677]3.2.2 Ethical Concerns at Travelodge Gateshead
Recent media coverage and guest feedback highlight mixed perceptions of Travelodge Gateshead, which must be addressed as part of this consultancy. A 2015 BBC report revealed that homeless families were evicted from the Gateshead Travelodge without adequate notice after the council failed to renew a booking, raising serious concerns around ethical standards and the hotel’s involvement in public service partnerships (BBC News, 2015). This incident received national attention, potentially damaging the hotel's reputation and trust among vulnerable community groups.
[bookmark: _Toc459949310]3.2.3 Ethical Concerns and Reputational Impact at Travelodge Gateshead
Recent media coverage and guest feedback highlight mixed perceptions of Travelodge Gateshead, which must be addressed as part of this consultancy. A 2015 BBC report revealed that homeless families were evicted from the Gateshead Travelodge without adequate notice after the council failed to renew a booking, raising serious concerns around ethical standards and the hotel’s involvement in public service partnerships (BBC News, 2015). This incident received national attention, potentially damaging the hotel's reputation and trust among vulnerable community groups.
3.3 Inconsistent Guest Experience and Operational Weaknesses
In terms of guest experience, TripAdvisor reviews reflect inconsistent service delivery. For instance, one negative review by user mrsabarlow expressed frustration over poor cleanliness and unhelpful staff, noting mould in the bathroom and slow response to complaints (TripAdvisor, 2024). Another reviewer, daniellec8201IZ, described the hotel as "filthy" and highlighted a broken heating system and rude service (TripAdvisor, 2024). These insights suggest operational and training issues, which directly affect customer satisfaction and loyalty.
[bookmark: _Toc1120690894]3.3.1 Issues at Travelodge
In terms of guest experience, TripAdvisor reviews reflect inconsistent service delivery. For instance, one negative review by user mrsabarlow expressed frustration over poor cleanliness and unhelpful staff, noting mould in the bathroom and slow response to complaints (TripAdvisor, 2024). Another reviewer, daniellec8201IZ, described the hotel as "filthy" and highlighted a broken heating system and rude service (TripAdvisor, 2024). These insights suggest operational and training issues, which directly affect customer satisfaction and loyalty.
[bookmark: _Toc108945051]3.4 Positive Guest Feedback and Service Potential
However, there are also positive reviews that demonstrate potential for improvement. User andyrQ751HT praised the Gateshead location for offering good value and helpful staff, especially during a concert visit, and noted that the hotel was quiet and accessible (TripAdvisor, 2024). Similarly, erichmo mentioned that despite the hotel being basic, the staff were friendly and the rooms clean (TripAdvisor, 2024). These comments show that when properly managed, staff interactions and service standards can lead to positive experiences.
[bookmark: _Toc305131268]3.5 Quality Control and Staff Training Challenges
Travelodge’s strategic growth has created challenges in maintaining consistent service quality across locations, including Gateshead (Berill, 2024). Issues such as poor cleanliness and inconsistent customer service-reflected in online reviews-highlight the need for better staff training. The company’s investment in technology offers opportunities to improve operations, but only if staff are properly trained to use these systems effectively (Berill, 2024).
[bookmark: _Toc1849733237]3.6 Environmental Sustainability Challenges
Travelodge is facing a mix of problems related to sustainability, day-to-day operations, and customer service, which are harming its reputation and long-term success. One big issue is how it manages energy and emissions. In 2023, Travelodge used 2% less electricity per room, but its overall carbon emissions went up from 113,392 to 119,725 tonnes of CO₂. This increase was mainly because the UK’s energy supply came from less environmentally friendly sources (Whitbread, 2024, p. 45). Most of Travelodge’s emissions-62%-come from the products and services it buys, so it needs to work more with suppliers to reduce environmental harm (Whitbread, 2024, p. 45). Water use is also a concern. Guests used about 116 litres each, and the company is now testing water-saving tools like low-flow showers and taps to reduce that number to 100 litres (Whitbread, 2024, p. 43).
[bookmark: _Toc1566504457]3.7 Diversity, Staff Retention, and Wellbeing
Travelodge has also made promises about being more inclusive. For example, it wants 10% of senior staff to come from ethnic minority backgrounds by 2025, and it runs activities like Race Equality Week and LGBTQ+ History Month to support its teams (Whitbread, 2024, p. 26). But now, only 5% of senior leaders are from ethnic minority groups, so it hasn’t reached that goal yet. When it comes to keeping staff, Travelodge is moving away from short, zero-hour contracts. People on just 8-hour contracts are more likely to leave the company compared to those with 24+ hour contracts, which shows that offering better job security can help reduce staff turnover (Travelodge, 2023, p. 11).
[bookmark: _Toc107450789]3.7.1 Employee Wellbeing, Engagement, and Learning Development
A positive area of performance at Travelodge is the company’s growing commitment to employee wellbeing and engagement. According to research from the Institute for Employment Studies (IES), organisations that prioritise employee engagement are more resilient during crises and are likely to see better business performance outcomes (IES, 2024). This aligns with Travelodge’s internal “Better Me” initiative, which supports employees through pillars like financial health, physical and mental wellbeing, and career development opportunities such as their Aspire programme. Furthermore, the IES highlights the importance of in-work learning and staff inclusion as key drivers for employee satisfaction and productivity. Travelodge’s active focus on structured learning, apprenticeships, and workplace support groups demonstrates good alignment with these best practices. However, IES warns that organisations must ensure these strategies are embedded at every level, particularly in frontline roles, to have a real impact (IES, 2024).
3.8 Financial Recovery, Growth Strategy, and Social Responsibility
Travelodge has shown strong financial recovery and growth, reaching record revenue and profit in 2022. The company reported revenue of £909.9 million and an occupancy rate of 81.8%, reflecting resilience in the UK’s budget hotel market and increased demand from both leisure and ‘blue-collar’ business travellers (Travelodge, 2023). The brand continues to outperform competitors and plans to open around 80 new hotels over the next five years, showing confidence in its long-term growth strategy despite economic challenges such as inflation and cost-of-living pressures (Travelodge, 2023). In terms of sustainability, Travelodge launched its “Better Future” strategy, focusing on three key areas: Inclusive, Caring, and Conscious. These include improving energy efficiency, reducing carbon emissions, and enhancing employee wellbeing. For instance, all new UK hotel builds must meet high energy standards, including A-rated EPC and BREEAM “Very Good” or “Excellent” ratings (Travelodge, 2024). The company is also addressing social responsibility, with 100% of staff trained to prevent human trafficking and child abuse, and over 2,000 people trained in CPR through their partnership with the British Heart Foundation (Travelodge, 2024).On the people side, Travelodge promotes internal career growth with the Aspire programme and supports wellbeing through initiatives like the “Better Me” platform, which focuses on physical, emotional, financial, and career health (Travelodge, 2023). The brand also plays a role in community upliftment, contributing to the government’s Levelling Up agenda and increasing diversity across the workforce (Travelodge, 2023). This combined approach strengthens both employee engagement and customer trust.
[bookmark: _Toc1076997481]3.9 Key Financial and Operational Insights
Travelodge is experiencing financial strain due to a decline in corporate demand in London, inflationary pressures on wages and utilities, and slower-than-expected hotel development, which together pose risks to both revenue and brand perception (Travelodge, 2025, pp. 6–14). Despite these challenges, the company is benefiting from strong performance in regional UK and Spain, operational cost savings through automation, and the success of its room refit programme, which is boosting customer satisfaction and RevPAR growth (Travelodge, 2025, p. 13; Travelodge, 2024, p. 11).
[bookmark: _Toc265834573]3.10 STEEPLED Analysis (External Factors)
	S
	T
	E
	E
	P
	L
	E
	D

	Social
	Technological
	Economical
	Ethical
	Political
	Legal
	Environmental
	Demographic

	Negative reviews and inconsistent service affect public perception
	Tech investment requires proper staff training to be effective (Berill, 2024)
	Inflation, cost-of-living pressures, and wage rises (Travelodge, 2023)
	Rising emissions, high water use, and environmental inefficiency (Whitbread, 2024, p. 45)
	Rising emissions, high water use, and environmental inefficiency (Whitbread, 2024, p. 45)
	Training on anti-trafficking, safeguarding practices (Travelodge, 2024)
	Training on anti-trafficking, safeguarding practices (Travelodge, 2024)
	Training on anti-trafficking, safeguarding practices (Travelodge, 2024)


[bookmark: _Toc1314383602]3.11 SWOT Analysis
	Strenghts
	Weaknesses
	Opportunities
	Threats 

	-Strategic location near major attractions (Travelodge, 2025)
- Affordable, group-friendly booking system and business service platform (Travelodge, 2025)
- Growing employee engagement through Aspire and Better Me (Travelodge, 2023)
	- Reputational damage due to past evictions (BBC News, 2015)
- Inconsistent cleanliness and staff behaviour across locations (TripAdvisor, 2024)
- Failure to meet diversity targets and retain staff (Whitbread, 2024, p. 26)
	- Enhancing service quality through staff training (Berill, 2024)
- Building on positive guest reviews and strong location feedback (TripAdvisor, 2024)
- Leveraging Better Future strategy for sustainability and brand trust (Travelodge, 2024)
	- Public backlash from unethical incidents (BBC News, 2015)
- Negative online reviews harming brand loyalty (TripAdvisor, 2024)
- Staff dissatisfaction affecting operations and guest experience (Front desk agent, 2024)



[bookmark: _Toc1938253239]3.12 TOWS Analysis 
	SO (Strength-Opportunity)
	WO (Weakness-Opportunity) 
	ST (Strength-Threat)
	WT (Weakness-Threat)

	Use strong location and group services to attract loyal guests through improved training.
	Address diversity and service quality issues by building on sustainability and staff development programmes.
	Use Aspire and Better Me platforms to reduce operational risks and bad reviews.
	Reduce risk of scandals by enforcing ethical practices and consistent operational standards.



[bookmark: _Toc575502546]4. Recommendations and Change Management
To improve performance and resolve issues at Travelodge Gateshead, a combination of strategic recommendations and a clear change management plan is essential. These proposals target sustainability, customer service, operational consistency, and staff wellbeing, which have all been identified as areas of concern.
[bookmark: _Toc1264316377]4.1 Internal Coaching and Cultural Development
Internal coaching can help address several of the operational and cultural issues facing Travelodge Gateshead. St John-Brooks (2010) highlights how internal coaches often deal with ethical dilemmas such as maintaining confidentiality or supporting staff with personal issues, but they typically receive little guidance from employers. This indicates a need for structured internal policies and professional development to support those in coaching roles.
Hall (2010) suggests that internal coaching is increasingly recognised as a professional tool for managing change, improving staff performance, and boosting morale. By aligning coaching with business goals and offering supervision and clear standards, Travelodge can ensure quality and accountability in coaching delivery.
The Clean Language method, developed by David Grove and expanded by Angela Dunbar (2010), provides a useful coaching approach. It encourages staff to use their own language and metaphors to describe challenges, promoting reflection and behavioural change. This method can help staff address emotional and professional barriers in a non-judgemental way, leading to stronger team communication and self-awareness.
[bookmark: _Toc306729394]4.1.1 Coaching to Improve Morale and Leadership
Travelodge Gateshead has received negative reviews from both employees and guests, indicating problems with morale, leadership, and service quality (Anonymous, 2025; Front Desk Agent, 2024). Franckeiss (2010) argues that coaching should not only offer support but also hold individuals accountable and align personal growth with organisational goals. Introducing this approach could help managers address underperformance and guide staff through change.
Turner (2010) adds that many internal coaches are not trained to identify unconscious behaviours, limiting their effectiveness. For Travelodge, providing regular training and supervision for coaches would enhance their ability to support teams, build trust, and address hidden workplace dynamics.
[bookmark: _Toc1519638774]4.1.2 Fostering Growth Mindset and Psychological Safety
A positive mindset and psychological safety are essential for promoting innovation and collaboration. According to Syed (2025), organisations that embrace learning and diverse opinions develop stronger, more adaptive teams. Encouraging staff to share feedback and ideas openly is particularly important when introducing new policies or training, as it ensures smoother transitions and better uptake.
[bookmark: _Toc845306115]4.1.3 Key Organisational Issues
As detailed in Section 5, Travelodge Gateshead faces a few systemic problems. These include inconsistent service standards, reputational damage following ethical breaches, staff dissatisfaction, and slow progress in diversity and environmental sustainability. Financial pressure has also increased due to operational cost rises and a decline in business travel (Travelodge, 2025).
Review platforms like TripAdvisor and Glassdoor cite poor management and a lack of support for employee wellbeing. These concerns reflect a broader organisational issue around work-life balance and staff strain. Beauregard (2011) found that organisational work–home culture has a major influence on employee health and performance. Managerial support, flexibility, and emotional care significantly reduce burnout and absenteeism.
To address these issues, Travelodge should develop leadership programmes that incorporate coaching, psychological safety, and performance accountability. These strategies will prepare the foundation for the specific interventions discussed in the following sections.
[bookmark: _Toc696579645]4.2 Strategic Recommendations
[bookmark: _Toc1859012569]4.2.1 Improve Customer Service and Training
Staff training is needed to fix poor service and low guest satisfaction. All staff should attend basic training when they start and regular updates every few months. This training should cover cleaning standards, how to treat guests well, and how to handle problems (Armstrong, 2016, p. 54; CIPD, 2023; Newton, 2010). Practice activities and secret guest checks can help measure improvement.
Cost Estimate: £3,000 per year for trainers and materials.
[bookmark: _Toc636366570]4.2.2 Ethics and Complaints Policy
The hotel needs a clear set of rules about how staff and guests should be treated, especially after the 2015 eviction of homeless families (BBC News, 2015; ACAS, 2024). Staff and managers should work together to create this policy and attend yearly workshops.
Cost Estimate: £1,000 per year.
[bookmark: _Toc1806852245]4.2.3 Environmental Changes
To use less energy and water, the hotel should install LED lights, water-saving taps, and encourage guests to reuse towels (Whitbread, 2024, p. 45; WRAP, 2023; Subramaniam et al., 2011). New technology should be used to track usage and find ways to improve.
Cost Estimate: £4,500 once.
[bookmark: _Toc513663907]4.2.4 Support Staff Growth
The Aspire programme should be expanded so staff can clearly see how to move up in their roles. Training on the job, with help from mentors, will keep staff engaged and reduce staff leaving (Travelodge, 2023; Baron and Armstrong, 2007; Kipping and Clark, 2012).
To support equality, diversity and inclusion (EDI), Travelodge should also review its recruitment practices. Many employers focus too much on personality during interviews instead of skills, which can exclude talented people from different backgrounds (Soliman, 2025). Instead, Travelodge should use structured interviews that test specific skills and look for candidates who add to the company culture, not just fit in. This can improve fairness, innovation, and long-term success.
Cost Estimate: £1,500 per year.
[bookmark: _Toc751052704]4.2.5 Room Improvements
To meet guest expectations and respond to good reviews, 20 rooms should be improved with better bedding, updated decor, and working facilities (TripAdvisor, 2024; Buttrick, 2009).
Cost Estimate: £15,000 (about £750 per room).
[bookmark: _Toc1701930888]4.2.6 Define the Role of the Consultant
A consultant is someone who gives advice to managers on more difficult problems, like company policies and staff matters. They can also help with daily tasks when needed (Armstrong, 2016, p. 54). This role is central to supporting Travelodge Gateshead in solving complex challenges and guiding change through practical support and expert insight.
[bookmark: _Toc1633337560]4.3 Change Management Strategy
To ensure the successful introduction of the proposed changes, Travelodge Gateshead should adopt a structured approach to managing change. Following Kotter’s 8-Step Model provides a practical framework to implement change effectively and reduce resistance (Kotter, 2012; Burnes, 2014). A step-by-step strategy will help engage staff, reduce uncertainty, and improve the chances of long-term success. The model below outlines a practical process that can guide the hotel through each stage of implementation, from building awareness to embedding new practices in daily operations. This approach supports clarity, inclusion, and accountability across all departments involved in the change process.
Kotter’s 8-Step Change Management Model Applied to Travelodge Gateshead:
	Create Urgency

	Explain the problems using staff feedback and customer reviews to build awareness.


	Build a Team
	Form a small group of staff leaders to help design and drive the changes.

	Create a Vision
	Set a clear and motivating aim, such as improving the hotel's performance and reputation.


	Communicate the Vision
	Use meetings, emails, and posters to share the plan with all staff.

	Remove Barriers
	Provide resources like training and allow staff time and support to adjust.

	Show Quick Wins
	Celebrate early successes, like improved guest reviews or better teamwork.

	Build on Progress
	Continue improving by expanding changes to other areas and encouraging feedback.

	Make It Stick
	Add changes to staff handbooks, training sessions, and performance reviews.


[bookmark: _Toc1501487858]4.4 Staff Engagement and Response
Research suggests that ethical leadership can improve trust, satisfaction, and team commitment by encouraging fairness and open communication (Kalshoven et al., 2011, p. 52). For Travelodge Gateshead, this means managers should model honest behaviour, actively listen to staff, and act fairly, especially during times of change.
Before launching any initiatives, management should meet with staff to clearly explain what will change and why. Addressing concerns early-especially around workload-can prevent resistance. Offering flexible planning and recognising staff efforts through bonuses or praise can boost morale (Newton, 2010; Mavridopoulou and O’Mahoney, 2020).
Equity, Diversity, and Inclusion (EDI) efforts must remain a priority. Patel (2025) highlights the importance of being open about progress and areas needing work. Travelodge should align EDI with business goals such as staff retention and guest satisfaction. Creating safe spaces for open discussion and training leaders to speak confidently about inclusion will help staff feel heard and supported. To successfully implement change, Travelodge Gateshead must keep staff engaged and motivated throughout the process. Research shows that employee engagement improves significantly when staff feel involved and listened to, especially during organisational transitions. Offering workshops, as used by organisations like Gloucestershire Fire and Rescue Service and King’s College, can help managers develop strategies to engage employees more effectively (People Management, 2017). These practical sessions can teach leaders how to communicate clearly, build trust, and respond to staff concerns-key elements in boosting morale and reducing resistance to change.
In times of transformation, regular communication, clear goals, and consistent support can help staff understand the purpose of change and their role within it. Practical engagement strategies also help staff feel more valued, which increases retention and job satisfaction. For Travelodge, applying these approaches will help create a more open, supportive, and productive working environment-critical factors for long-term success.
Improving team communication and collaboration can also be supported by offering language learning programmes based on spaced repetition and practical usage. This approach helps employees gradually build skills relevant to real-world scenarios, increasing workplace engagement and productivity (People Management, 2025).
Given recent tax and cost pressures on hospitality, retaining staff is vital. Soliman (2025) suggests retention-focused HR strategies, such as training managers to perform under pressure, encouraging staff referrals, and offering non-financial rewards like career development.
Artificial intelligence can further support engagement by making training more personal and responsive to individual learning styles. These systems can adapt content based on user behaviour, helping staff feel recognised and more motivated (Wheeler, 2025). Barry Spence, Chairman and CEO of Cubiks, supports the idea that engaging staff through ethical leadership, open communication, and meaningful development is essential during periods of change. His success in integrating hundreds of staff during a major merger demonstrates the importance of valuing employees and aligning HR with broader strategy to improve morale and achieve lasting success (Spence and Phillips, 2009).
The new socioeconomic duty, while not mandatory for private employers yet, is gaining relevance. Osborne (2025) encourages companies to assess hiring criteria, establish apprenticeships, and monitor staff progression to improve fairness. Proactively adopting these practices positions Travelodge as a fair and forward-thinking employer.
Finally, stricter immigration rules mean businesses must adjust. Garcia (2025) advises auditing sponsored workers, planning upskilling for local hires, and ensuring compliance with new visa rules, including salary and language requirements. This helps manage risk, control costs, and prepare for future workforce needs.
[bookmark: _Toc1576210188]4.5 Monitoring and Evaluation
Rising inflation, particularly in energy prices, continues to affect hospitality businesses. Electricity and gas costs in early 2024 remained 89% higher than in January 2021, creating pressure on operational budgets despite slight recent reductions (Weller, 2024). These conditions make it challenging for businesses like Travelodge to avoid raising prices or cutting services.
While broader industry bodies such as the British Beer & Pub Association have advocated for tax relief and policy reforms, internal hotel strategies remain essential. To ensure long-term resilience, Travelodge Gateshead should focus on energy efficiency, regular operational cost reviews, and consistent performance monitoring.
The COVID-19 pandemic highlighted the importance of adaptable leadership and flexible operational practices, particularly in relation to staff well-being and crisis response. As Vemberi, Fitriastuti and Affan (2022) notes, hospitality organisations that maintained resilience during the pandemic often relied on flexible planning, consistent feedback mechanisms, and regular well-being checks-principles that remain relevant today.
To evaluate the success of implemented changes, the hotel should adopt a monitoring system that includes clear metrics:
· Guest feedback and satisfaction ratings;
· Employee retention and turnover rates;
· Utility usage (energy and water consumption);
· Completion rates of training programmes.
These indicators should be reviewed monthly during the initial implementation phase and every six months thereafter (Buttrick, 2009; Subramaniam et al., 2011). By tracking these factors, the hotel can make informed decisions, adjust strategies where needed, and demonstrate progress to stakeholders and staff alike.
[bookmark: _Toc632737214]4.6 Anticipated Benefits
Implementing the recommended strategies is expected to bring multiple positive outcomes for Travelodge Gateshead:
Increased Guest Satisfaction:
Improved customer service and room upgrades should lead to more satisfied guests who are likely to return and recommend the hotel to others. A welcoming environment, coupled with well-trained staff, enhances the overall experience, which is key to guest loyalty (Vemberi et al., 2022, p. 3).
Higher Staff Retention and Motivation:
Investing in staff development through initiatives like Aspire+, alongside fair recruitment and training, makes employees feel valued. Staff are more likely to stay when they see clear career pathways and are supported by ethical and inclusive leadership (U.S. Department of Education, 2023, p. 3). Retention improves when employers align development efforts with staff needs and provide flexible support structures (Vemberi et al., 2022, p. 6).
Lower Operational Costs:
Energy-saving measures such as LED lighting and efficient water systems will help reduce bills over time. As inflation continues to affect operational budgets, internal savings strategies are essential to avoid raising prices or cutting services (Weller, 2024).
Stronger Community and Brand Reputation:
Demonstrating a commitment to ethical leadership, inclusion, and sustainable practices improves how Travelodge Gateshead is perceived by the public. Community-focused businesses attract trust and recognition. In education, similar approaches have shown success in improving outcomes and long-term engagement, which businesses can also benefit from (U.S. Department of Education, 2023, p. 4).
Better Prepared Future Workforce:
Offering clear learning and development pathways helps build a pipeline of skilled and motivated employees. Like career-connected learning in schools, these models support long-term workforce stability (U.S. Department of Education, 2023, p. 5).
[bookmark: _Toc478436774]4.7 Cost Summary
The table below outlines the estimated costs associated with the proposed recommendations. These figures are tailored to the size and scope of Travelodge Gateshead and reflect reasonable investments for long-term improvements:
	Recommendation
	Estimated Cost

	Staff Training
	£3,000

	Ethics & Grievance Workshops
	£1,000

	Sustainability Retrofits
	£4,500

	Staff Development (Aspire+)
	£1,500

	Room Refurbishment (20 rooms)
	£15,000

	Total Estimated Cost
	£25,000


[bookmark: _Toc1160180975]5. Action Plan for Travelodge Gateshead
A focused and realistic action plan is essential to ensure Travelodge Gateshead successfully implements the proposed recommendations. Clear objectives, realistic budgets, and stakeholder alignment must guide the process. Drawing on findings from O’Mahoney (2021), it is crucial that small consultancy-driven changes are flexible, adaptive, and outcome-oriented, especially when applied in fast-changing service environments like hospitality. Implementing staff training, grievance workshops, and room refurbishments reflects a low-risk, targeted investment strategy aimed at achieving measurable improvements in morale, sustainability, and guest satisfaction. Mavridopoulou and O’Mahoney (2020) also emphasise the need for consultancies to understand cultural and structural dynamics during implementation. This supports the decision to blend leadership development (Aspire+) with physical improvements like retrofits and refurbishments. These interventions are expected to deliver stronger staff retention, energy cost reductions, and a more welcoming guest experience.

	Number
	Problem 
	Solution
	Desired Outcome
	Time Scale
	Comple-tion Date
	Budget Planned

	1
	Poor customer service and low satisfaction
	Implement regular staff training covering service standards and problem-solving
	Improved guest satisfaction scores and fewer service-related complaints
	3 months
	01/10/2025
	£3,000 (annual)

	2
	Lack of formal complaints and ethics procedures
	Develop and deliver workshops with input from staff on a clear complaints/ethics policy
	Stronger trust between staff and management, clearer process for resolving issues
	2 months
	01/09/2025
	£1,000

	3
	High energy and water costs
	Install LED lighting and low-flow taps; monitor usage through smart meters
	Reduced utility costs and stronger sustainability performance
	4 months
	15/11/2025
	£4,500 (one-off)

	4
		High staff turnover and unclear progression



	Expand Aspire+ programme with mentoring and development pathways
	Better staff retention, increased engagement, clearer career advancement
	3 months
	30/09/2025
	£1,500 (annual)

	5
		Outdated guest rooms



		Upgrade 20 rooms with improved bedding, facilities and décor



	[bookmark: _Int_VIi3vwy1]Positive guest reviews, higher occupancy and better booking ratings
	5 months
	15/12/2025
	£15,000

	6
	during change
	Apply Kotter’s 8-step model and involve staff in decision-making
	Smoother transitions, less resistance, stronger team buy-in
	Ongoing
	Phased rollout
	Included in above


[bookmark: _Toc987296634]6. Conclusion
This report looked closely at the main problems at Travelodge Gateshead. It found that the hotel has a good brand name and location, but it faces some serious issues. These include poor customer service, unhappy staff, energy waste, and a damaged reputation from past mistakes. If these problems are not fixed, they could continue to hurt the hotel’s performance and future success.
By using tools like SWOT, STEEPLED, and TOWS, this report helped identify where the problems come from. Some key causes are lack of staff training, unclear rules for dealing with complaints, weak support for diversity and inclusion, and high running costs. Feedback from staff and guests also showed that there are problems with team leadership and workplace culture.
To fix these issues, the report gave several realistic and affordable suggestions. These include better training for staff, clearer rules for ethics and complaints, eco-friendly updates to save energy and water, stronger staff development through the Aspire+ programme, and small upgrades to 20 guest rooms. A change strategy was also created using Kotter’s 8-Step Model to make sure these actions are carried out smoothly. The report also explained how to measure success by tracking things like guest feedback, staff leaving rates, energy use, and training completion.
A simple action plan was included, showing each problem, what to do, what result is expected, the time scale, and the cost. This helps the hotel keep track of progress and stay on budget.
If Travelodge Gateshead follows the advice in this report, it can expect happier staff, more loyal guests, a better reputation, and lower costs. These changes will help the hotel become stronger and more successful in the long run, and support Travelodge’s wider goals as a top UK hotel chain.
Lastly, I would like to thank Travelodge for the chance to work on this project. It was a pleasure to support such a well-known hotel brand. I hope this report helps you make useful changes and that we can work together again in the future.
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