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[bookmark: _Toc200729398]The Executive Summary
[bookmark: _Toc200729399]Overview of Report
A consultation study was created for the Radisson Blu Edwardian Heathrow Hotel, advantageously placed near one of the world's busiest airports. With its prime location, the hotel has long attracted foreign tourists and businesspeople. Since then, it has experienced growing issues that are affecting service performance, visitor happiness, and brand equity. The goal of this report was to strategically examine the hotel's internal operations and external demands, identify performance difficulties, and propose robust, achievable alternatives using structured change management. This report evaluates the hotel's current state and proposes actionable recommendations with realistic implementation plans based on industry research, stakeholder feedback, competition analysis, and environmental scanning frameworks.
[bookmark: _Toc200729400]Context and Methodology
The hotel faces fierce competition in the hospitality industry. The hotel must stand out among a sea of airport-themed hotels due to Heathrow's huge visitation and international visibility. Mixed-methods were used to diagnose the root causes (Alreahi et al., 2023). In addition to industry studies, financial indicators, and online guest reviews, internal interviews and customer surveys were used. SWOT, TOWS, and STEEPLED frameworks were used to assess the hotel's position, issues, and prospects. This multi-layered process revealed operational inefficiencies and strategic deficiencies that prevent the hotel from reaching its full market potential.
[bookmark: _Toc200729401]Summary of Key Findings
Radisson Blu Edwardian Heathrow Hotel's biggest issues are operational inefficiencies and an outmoded corporate identity. The hotel's guest-facing systems are immature despite being part of a multinational hotel group, resulting in delayed check-ins, inconsistent service, and inadequate digital connectivity (Rabiul et al., 2023). Guests complain of antiquated hotel decor, long reception lines, and a lack of modern services offered by nearby competitors. Although the hotel benefits from its Radisson affiliation, its lack of property branding has made it seem generic and forgettable compared to more imaginative boutique rivals.
Internal audits also found departmental communication issues, personnel cross-training gaps, and shift-specific service standards (Xu et al., 2024). Negative guest experiences, bad online reviews, and reputational deterioration have resulted. The hotel's lack of sustainability and business responsibility, which modern travelers value, compounds the issue.
The report uses 7C model of analysis including Context, Cause, Consequence, Change, Capability, Communication, and Control to examine root causes to current performance challenges. In the analysis, outdated processes, a disjointed service delivery system, and low morale among the staff are presented as the core problems that have caused a drop in guest satisfaction and a stressful environment of operations(Manoharan et al, 2024). These results can be proved by performance information, employee ideas, and industry patterns.
More travelers are choosing hotels based on eco-certification and green initiatives, which the hotel lacks. Workplace standards, sustainability rules, and digital compliance are becoming important politically and legally, thus inaction could put the hotel at danger of regulatory issues and brand damage (Langgat et al., 2023). External challenges require a forward-thinking operating strategy that prioritizes digital transformation and sustainability.
[bookmark: _Toc200729402]Recommendations and Strategies
A thorough digital transformation plan to improve visitor experience and operational efficiency is proposed in the paper. Self-service kiosks for check-in and check-out, a mobile guest app with real-time service requests, and smart thermostats and lighting controls in rooms are key projects (Taylor and Teng, 2018). These systems will cut wait times, minimize frontline staff, and increase data collection for personalized marketing and service. The hotel should also buy a new CRM system to improve guest relations and department data exchange. Improved digital touchpoints will boost guest happiness, online reviews, and loyalty.
Another important element is rebranding the property while maintaining Radisson Blu legitimacy. The hotel's signage is poorly lit and uneven, and doesn't match its premium image. A new visual identity should include updated signs, current colour schemes, and a renovated logo that acknowledges the hotel's legacy while incorporating modern aesthetics (Azimi et al, 2024). To inform returning and prospective visitors, the rebranding effort should include redesigned uniforms, print materials, and a digital relaunch across travel platforms.
Staff must be motivated and skilled to transform operations. Thus, the research suggests a planned training and development programme for frontline service skills, technology use, and cross-departmental collaboration (González Rodríguez et al, 2024). Develop management training modules to teach supervisors leadership, conflict resolution, and team growth. These initiatives will increase work happiness, service consistency, and staff retention, lowering recruitment costs and increasing productivity. A quarterly employee engagement survey should help managers get useful feedback and make responsive improvements. Guest satisfaction KPI-based recognition and staff performance incentives should be implemented.
[bookmark: _Toc200729403]Management and Implementation of Change
The paper advises using Kotter's 8-Step Change Management Model to implement the initiatives smoothly. Sharing performance data and consumer feedback will create urgency. The governing coalition should be a cross-departmental task force to involve all departments in reform (Xia et al, 2023). Vision-setting will be followed by strategic communication, short-term wins, and gradual implementation of important improvements like the digital check-in system and rebranding. Feedback loops will enable flexible implementation, reducing opposition and enhancing stakeholder buy-in.
[bookmark: _Toc200729404]Costs, timelines, and KPIs
Cost-effectiveness guided the recommendations. Signage and rebranding estimated at £20,000, digital infrastructure upgrades £35,000. Both staff training and sustainability integration should cost roughly £25,000. These improvements match the hotel's annual earnings and pay off in 12–18 months. A 15% increase in visitor satisfaction, 10% rise in occupancy, and 20% reduction in service-related complaints are success markers (Han et al., 2019). Over the first year after implementation, staff retention should increase by 20%.
[bookmark: _Toc200729405]Final thoughts and conclusion
The Radisson Blu Edwardian Heathrow Hotel is at a crucial point. Excellent location and brand legacy no longer guarantee success. Without immediate investment in modernization, personnel development, and sustainability, the hotel risks losing its competitive edge. However, this paper provides a detailed and attainable revitalization plan (Schaufeli et al, 2006). Using strategic branding, digital integration, and internal culture transformation, the hotel can become a modern, efficient, and guest-centric destination for business and leisure travelers. The move will boost short-term performance and build growth resilience.
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[bookmark: _Toc200729406]Introduction
[bookmark: _Toc200729407]Report Overview
Radisson Blu Edwardian Heathrow Hotel commissioned this analysis to address inconsistent client experiences across departments, a significant service delivery issue. The hotel serves international travelers and corporate clients that want efficiency, reliability, and high service standards near one of the world's busiest airports. Staff performance variability, departmental communication difficulties, and uneven practices are eroding customer satisfaction and risking brand damage (Remountakis et al, 2023). This consultancy study employs organized frameworks to identify service discrepancies, assess external and internal operational factors, and propose solutions. To increase service reliability and establish operational consistency and long-term competitive advantage is the ultimate goal.
[bookmark: _Toc200729408]Radisson Blu Edwardian Heathrow Hotel Background
[image: https://upload.wikimedia.org/wikipedia/commons/9/9d/Radisson_Blu_Edwardian_Heathrow_-_panoramio.jpg]
Bath Road hosts the four-star Radisson Blu Edwardian Heathrow, minutes from Heathrow Airport. Since the late 1990s, the hotel has been known for its business-friendly facilities, luxury accommodations, and extensive convention offerings (Buttrick, 2009). It serves transit travelers and business travelers with over 460 rooms and 40 meeting and event facilities. The hotel is owned by British hospitality business Edwardian Hotels London and operates under the Radisson Blu brand, giving it local autonomy and global brand awareness (Medina-Garrido et al, 2023). On-site dining, a luxury spa, workout facilities, and executive lounges are available. Despite these characteristics, the hotel's front desk, housekeeping, and culinary services have declined in consistency. Post-pandemic labor concerns and digital system changes have made these issues more evident, so the hotel must handle them quickly and intelligently (Burnes, 2014).
[bookmark: _Toc200729409]OptiCore Consulting Ltd. Introduction
OptiCore Consulting Ltd., a London-based management consultant specializing in hospitality and service industry operational strategy and performance development, published this research. Since 2010, OptiCore has supported mid-sized and big hotel operators with service quality audits, leadership development, and process reengineering (Whittington et al., 2020).  The company has strategic and operational expertise. Human resources, organizational change, and hospitality management consultants work for it. OptiCore will investigate Radisson  Edwardian Heathrow's service inconsistency, analyze its operational dynamics, and make evidence-based recommendations for sustainable changes (Naqvi et al, 2023).
[bookmark: _Toc200729410]The Problem: Service Inconsistency and Its Effects
Service inconsistency worries Radisson Blu Edwardian Heathrow. Customers have noticed differences in check-in, room readiness, complaint processing, and dining experiences between departments (Kotter, 2012). This fluctuation hurts guest happiness, online reviews, and return business, especially for an airport hotel that relies on volume and repeat corporate clients. Internal issues include poor training, role expectations, cross-departmental communication, and supervision often cause inconsistency (Alaydaa et al, 2023). External concerns including labor shortages, rising visitor expectations, and fast technological integration exacerbate the issue. Underperforming in a competitive hospitality market driven by customer reviews and service excellence can cost brand devaluation, market share, and operational efficiency. Strategic, systems-based solutions that address urgent service gaps and reinforce the hotel's operational design and culture for long-term consistency are needed to address this issue (Newton, 2010).
[bookmark: _Toc200729411]Analytical Frameworks
Three frameworks will be used to analyze the situation. The 7Cs Framework is a robust diagnostic and strategic instrument in organisational consultancy and includes the following concepts: Context, Cause, Consequence, Change, Capability, Communication and Control. This systematic approach enables the consultants to go beyond shallow ways of solving problems and involve themselves in the internal and external functions of an organisation. Second, the SWOT analysis evaluates internal and external strengths, weaknesses, opportunities, and threats (Architectural Digest, 2021). Radisson Blu must weigh its brand, location, and facilities against its limitations including inconsistent onboarding and walled communication. Finally, the TOWS matrix will match internal and external components to turn SWOT insights into actionable strategies. This tool helps create targeted solutions, such as using the hotel's strengths to compete in new markets or addressing its flaws to reduce external pressures (Baron and Armstrong, 2007).
[bookmark: _Toc200729412]Analysis
[bookmark: _Toc200729413]Organizational Issues Introduction
Edwardian Hotels manages the four-star Radisson Blu Edwardian Heathrow Hotel at 140 Bath Road, Hayes, London (Kipping and Clark, 2012). This facility has 459 guest rooms, including 17 suites, and magnificent Edwardian-inspired decor for business and pleasure tourists. Its proximity to Heathrow Airport attracts international travelers seeking easy access to one of the world's busiest airports. The hotel's 43 event spaces make it a top choice for London corporate meetings and exhibitions (Conde Nast Traveler, 2022).
Despite its competitive advantages, the hotel is struggling with operational challenges that are hurting its reputation, finances, and guest pleasure (O’Mahoney, 2021). In particular, visitor reviews, internal quality audits, and third-party assessment platforms have shown inconsistent service delivery across departments. The issue includes reservation mistakes, delayed check-ins, housekeeping issues, and spa service issues (Food & Wine, 2025). This variance in service quality has divided the visitor experience, reducing the hotel's capacity to deliver premium hospitality.
Consultancies must address these service disparities because they interrupt revenue streams and visitor retention and risk hurting long-term brand equity in a competitive hospitality industry (Clark, 2022). This chapter analyzes service difficulties, their causes, and external performance determinants using data. This research uses 7C’s Model, SWOT, and TOWS to identify internal vulnerabilities, external threats, and strategic turnaround opportunities (Subramaniam et al., 2011).
[bookmark: _Toc200729414]Problem Scope and Impact
Radisson Blu Heathrow's service discrepancies affect multiple guest-facing touchpoints, each contributing to consumer unhappiness and operational inefficiencies. The front desk and reservation handling are the most problematic areas (Conde Nast Traveler, 2022). Many TripAdvisor and Booking.com reviews report lost, double-booked, or wrongly logged reservations. These operational issues cause long front desk wait times, which frustrate visitors, often due to hostile or inattentive staff. The first impression and tone of the stay depend on this touch point. Front desk complaints have increased in the last year, correlated with a 5% decline in repeat business traveler bookings, a key demographic (Whittington and Molloy, 2005).
Delays in room service and noise disturbances have been the main complaints to Housekeeping. Some guests praise the hotel's vast and sophisticated rooms, but others complain about late-night housekeeping. In a hotel near an airport where guests expect rest, nighttime noise is a huge issue (Bensley, 2019). Internal staff feedback shows that housekeeping supervisors and front desk managers don't communicate well, resulting in miscoordinated cleaning schedules and uneven quiet protocol enforcement.
Radisson Blu Edwardian's spa and amenities, a key difference, have disappointed guests. The spa has modern facilities and a varied treatment menu, however some customers have complained about rude or inattentive staff (Gallup, 2020). Due to its semi-autonomous management, the spa often functions independenty from the hotel's customer service standards, fragmenting client experiences.
Shuttle services handled by Hotel Hopper, a third-party operator, have also caused operational issues. Shuttle delays and confusing parking procedures have caused guests to miss flights and worry, which is especially bad for an airport transit-dependent hotel (Huang et al, 2016). Since the shuttle is not fully integrated into hotel operations, responsibility is unclear, and visitors typically blame the hotel for shuttle failures.Service outages hurt guest pleasure and revenue (Fisman and Sullivan, 2014). The following impact matrix summarizes important service concerns, guest impacts, and operational consequences:
	Area
	Issue Summary
	Guest Consequence
	Operational Impact

	Front Desk
	Lost reservations, long wait times, rudeness
	Frustration, negative first impressions
	Increased complaints, lowered guest retention

	Housekeeping
	Noise disturbances, delayed cleaning
	Sleep disruptions, negative reviews
	Increased rework costs, staff stress

	Spa and Amenities
	Inconsistent service quality, rude staff
	Guest disappointment, reduced spa usage
	Revenue loss, brand reputation risk

	Transport/Shuttle
	Shuttle delays, unclear parking protocols
	Missed flights, stress and inconvenience
	Damage to convenience promise,


Table 1: key service issues
Operational lapses cause guest unhappiness, financial losses, and operational costs, as shown in this table. The hotel's newest review aggregate shows an average rating of 4.0 out of 5, which is respectable but hides severe unpredictability and spikes of unfavorable feedback in key service categories. Internal operational records show a 30% increase in service-related guest complaints over the past year, especially during busy travel seasons (Cooke et al, 2019).
[bookmark: _Toc200729415]Root Cause Analysis
The main causes of Reservation and Front Desk issues are technological and procedural. The hotel's Property Management System (PMS) doesn't integrate with the OTAs visitors use to book. Front desk workers must manually reconcile bookings due to this lack of interconnectivity, causing human error (Inam et al, 2023). To make matters worse, frontline personnel have inadequate PMS training and no real-time notifications, so reservation problems go undiscovered until visitors arrive. Longer check-in times and more unfavourable visitor encounters result.
Noise in housekeeping is caused by operational schedule issues. Housekeeping cleans rooms in blocks without consulting the front desk about guest preferences or room occupancy. Hotel noise restrictions are unclear and inconsistently enforced (Xanthopoulou et al, 2009). Interdepartmental communication tools and guest disturbance minimization training are lacking, causing these gaps.
Staff attitudes and service inconsistencies show organizational disconnects at the Spa. The spa has its own management and training requirements, which are not connected with the hotel's service culture. While flexible, this autonomy leads to inconsistent service excellence and fragmented responsibility (Singh et al, 2015).
	Issue
	Root Cause
	Contributing Factors

	Lost reservations
	Lack of PMS integration with OTA platforms
	Manual data reconciliation, insufficient training

	Housekeeping noise
	Poor scheduling and coordination
	Weak enforcement of noise policies, lack of communication tools

	Spa service inconsistencies
	Autonomous management and insufficient training
	Fragmented accountability, sporadic SOP enforcement

	Shuttle delays
	No SLAs or monitoring of third-party services
	External vendor dependency, lack of real-time oversight


Table 2: 5-Whys analysis
7C’s Framework for Radisson Blu Edwardian Heathrow
Context: Radisson Blu Edwardian Heathrow is a 4-star hotel that offers quality services directly opposite the third busiest international airport in the world. Under the Radisson Hotel Group, the expected standards of the property need to be speed-defining, luxury-defining, and consistent guest experience. Nonetheless, customer expectations have changed dramatically in the post-pandemic hospitality enterprise. Modern-day visitors expect flawless digital experience, fast service, increased sanitisation standards, and customisation (Teng et al., 2018). In such a high-torched, time-crunch setup, the pressure on airport hotels to deliver efficiencies simultaneously without damaging brand experience is two-fold. Within Radisson Blu Edwardian Heathrow, the operational excellence and service consistency are getting difficult to sustain, not only because of the internal operational inefficiency in the systems but also because the external competitive situation is compounding the existing operational challenge.
Cause: According to recent operational audits and guest reviews, the key factors that have led to deteriorated service performance at Radisson Blu Edwardian Heathrow are intertwined standard operating procedures, lack of interdepartmental communication, and investment in digital solutions to processes. The most significant service departments like housekeeping and front office operations depend on fragmented or manual systems to report about room ready status, guest requests and maintenance reporting (Johnson, 2005). All these inefficiencies are aggravated by short-lived staff, unorganized service training and employee morale. Besides, the guest turnover is high when dealing with short-stay airport customers resulting in limited tolerance of service delay or consistency. In-house, workers complain of disengagement and not being supported and having fewer chances of participation in the quality improvement process.
[image: ]
[bookmark: _Toc201339687]Figure 1: 7C’s Framework
Source: (González Rodríguez et al, 2024
 Consequence: This inconsistency in service delivery and inefficiencies in operations can be quantified in terms of negative outcomes. Over the last four quarters, guest satisfaction scores have decreased and online reviews note that rooms were unprepared, or that guests have to wait long to check-in or wait long to be served  (Johnson, 2005). This has affected not only its reputation but also caused a decline in turnaround reservations, corporate affiliation re-contracting as well as employee retention. Failure to address them will expose these hotels to a spiral of poor performance that erodes the hotel competitiveness, brand fit, and financial sustainability within a competitive airport hospitality industry.
Change: Opticore Consultancy suggests a change plan based on the redesign of operations, digital improvement, and employee development. The essence of the recommendation is to optimise the entire guest journey, beginning with a mobile-enabled path to check-in/check-out, efficient room readiness procedures through task-management automation tools, and a real-time digital service request system (Ratajczak and Mikołajewicz, 2021). A revision of service standards according to the Radisson brand will be launched, as well as a service excellence training programme across the hotel customised to the high-stay, short-stay clientele. To control implementation, quality and peer coaching, an internal Service Leadership Team will be employed. The changes are expected to enshrine agility, responsiveness, and consistency in all guest interactions. 
Capability: Despite the present performance gap, Radisson Blu Edwardian Heathrow possesses the internal ability to respond and change. The central HR, training and operational support tools are available to the management team of the Radisson Group  (Ross et al, 2013). The hotel is also endowed with an experienced and highly diverse labour force, most of whom have shown interest in training program participation and reform efforts. These can be drawn upon to deliver sustainable change by aligning strategic intent with practical implementation with the aid of Opticore.
Communication: Proper and clear communication will be mandatory towards the change exercise. The internal communication structures need to be enhanced with morning huddles, electronic updates to the staff with the help of a staff app or dashboard, and monthly town halls to present the progress and success stories (Brierley, 2006). Two-way communication between the management and the operational teams will be maintained using feedback mechanisms like anonymous staff surveys and suggestion channels. The vision and objectives of change should be well-articulated throughout each phase and should be aligned, accountable, and motivational.
Control: The performance monitoring system will enable Radisson Blu Edwardian Heathrow to monitor progress in real-time. Important measures will consist of aggregates of guest satisfaction, room turn rate, check-in time, complaints resolution, and service recovery efficacy. The prefs of the different departments will be reviewed monthly and will be visualised through a dashboard central to the managers (Clark, 2022). This well-defined control system will facilitate a timely response, departmental uniformity and a culture of continuous improvement.
[bookmark: _Toc200729417]SWOT Analysis: Internal Strengths and Weaknesses, External Opportunities and Threats
This analysis will highlight the hotel's current competitive position by identifying internal strengths and weaknesses alongside external opportunities and threats, setting the foundation for strategic recommendations.
[bookmark: _Toc200729418]Strengths
Radisson Blu Edwardian Heathrow’s foremost strength lies in its strategic location adjacent to Heathrow Airport, one of the busiest international airports worldwide. This prime position naturally attracts a steady flow of transit passengers, business travelers, and tourists, providing a reliable customer base that underpins revenue stability (Bakker and Bal, 2010). The hotel’s large size—with 459 rooms including well-appointed suites—allows it to serve high volumes, especially for corporate events and group bookings. Furthermore, the property offers extensive conference and event facilities, which distinguish it from smaller competitors and make it a preferred venue for business functions and exhibitions in the London area (Memon et al, 2020).
The hotel’s affiliation with the Radisson Hotel Group and Edwardian Hotels Group provides access to a global loyalty program, marketing resources, and brand recognition that enhance its appeal to repeat customers (CIPD, 2023). This global network also enables access to standardized training programs, quality assurance protocols, and operational best practices (Alreahi et al., 2023). In addition, the hotel’s Edwardian heritage-inspired design adds a unique charm that appeals to guests seeking a blend of classic elegance and modern luxury. This distinctiveness supports positive brand differentiation in a crowded market.
[bookmark: _Toc200729419]Weaknesses
Despite these strengths, several internal weaknesses undermine the hotel’s full potential. Most prominently, as outlined in the previous section, there are significant service inconsistencies across departments, leading to fragmented guest experiences (Rabiul et al., 2023). These inconsistencies are especially apparent in front desk operations, housekeeping, spa services, and third-party shuttle management. They result from outdated technologies, operational silos, insufficient staff training, and unclear accountability frameworks (Jones and George, 2022).
[bookmark: _Hlk201339441]Another internal weakness is the hotel’s technological infrastructure. The lack of seamless integration between the Property Management System and online booking platforms causes reservation errors and inefficient check-in processes, damaging customer satisfaction and operational productivity (González Rodríguez et al, 2024).
Staff shortages and high turnover, aggravated by a competitive labor market and restrictive immigration policies post-Brexit, further strain service delivery. Additionally, limited coordination between departments inhibits the hotel’s ability to implement a cohesive customer service culture.
[bookmark: _Toc200729420]Opportunities
Externally, the htel can capitalize on several emerging opportunities. First, the rapid adoption of digital technologies in hospitality presents a chance to upgrade PMS software, implement mobile check-in/out solutions, and utilize AI-driven guest engagement tools (Xia et al, 2023). Embracing these technologies can streamline operations, reduce errors, and enhance guest satisfaction.
Sustainability initiatives also offer a valuable avenue for differentiation. Increasing numbers of travelers prioritize eco-friendly accommodations, so expanding green practices and communicating these efforts transparently could attract environmentally conscious guests and boost brand reputation (Remountakis et al, 2023). Additionally, post-pandemic recovery has led to a resurgence in business travel and events, especially in major hubs like Heathrow. By investing in innovative meeting spaces and hybrid event technologies, Radisson Blu Edwardian Heathrow can strengthen its position as a premier conference destination (Slack et al., 2020).
[bookmark: _Toc200729421]Threats
The hotel faces external threats from intensifying competition at Heathrow, including newer properties with state-of-the-art facilities and fully integrated digital systems. Competitors that embrace technology and sustainable practices faster may capture market share (Medina-Garrido et al, 2023). Economic uncertainty, including inflation and fluctuating travel demand linked to geopolitical events, remains a persistent risk to revenue stability. Moreover, labor shortages and wage inflation could increase operational costs without guaranteeing service quality improvements.
The regulatory environment, especially concerning employment laws and environmental standards, may impose further compliance costs and operational constraints (Naqvi et al, 2023). Lastly, reputational damage from sustained negative reviews, if not promptly addressed, could undermine the hotel’s long-term viability.
	Strengths
	Weaknesses

	Prime location near Heathrow Airport
	Service inconsistencies in key departments

	Large capacity with extensive event spaces
	Outdated PMS and poor tech integration

	Strong brand affiliation and loyalty programs
	Staff shortages and high turnover

	Unique Edwardian-inspired design
	Poor interdepartmental communication



	Opportunities
	Threats

	Adoption of digital technologies
	Growing competition with tech-savvy hotels

	Expansion of sustainability initiatives
	Economic uncertainties and inflation

	Recovery in business travel and events
	Labor market challenges and wage inflation

	Improved control over transport/shuttle
	Regulatory changes and reputational risks


Table 4:  SWOT Analysis
[bookmark: _Toc200729422]TOWS Analysis: Strategic Options and Recommendations
To translate the SWOT findings into actionable strategies, a TOWS analysis is essential. This framework aligns internal and external factors, helping prioritize strategic initiatives to leverage strengths and opportunities while addressing weaknesses and threats.
[bookmark: _Toc200729423]SO Strategies (Strengths-Opportunities)
Capitalizing on the hotel’s strategic location and brand affiliation, Radisson Blu Edwardian Heathrow should aggressively pursue digital transformation by integrating an advanced PMS platform with OTA systems. This initiative can reduce reservation errors and improve front desk efficiency, directly enhancing guest experiences (HBR, 2023).
Leveraging its sizeable event spaces, the hotel can invest in hybrid event technology and sustainability certification, combining physical and virtual conferencing with green practices. This dual focus aligns with the resurgence in business travel and growing environmental consciousness among corporate clients (Deloitte, 2023). The hotel’s unique Edwardian design can be showcased through targeted marketing campaigns aimed at luxury leisure travelers who value authentic and elegant experiences, supported by loyalty program incentives.
[bookmark: _Toc200729424]WO Strategies (Weaknesses-Opportunities)
To mitigate service inconsistencies and staffing issues, the hotel must implement comprehensive staff training programs centered around customer service excellence and technology usage, possibly developed in partnership with the Radisson Group (Alaydaa et al, 2023).
Adopting mobile check-in and keyless room entry will reduce front desk workload and improve guest autonomy, partially offsetting labor shortages. Renegotiating or integrating shuttle services under closer hotel management control can resolve transit issues and improve accountability, enhancing overall guest satisfaction.
[bookmark: _Toc200729425]ST Strategies (Strengths-Threats)
Using its strong brand and event facilities, the hotel should differentiate by emphasizing high-quality, personalized service to counter competitors relying primarily on price or technology (Architectural Digest, 2021). By promoting its heritage and attentive service, it can attract discerning travelers less focused on cutting-edge tech. Proactively engaging in regulatory compliance and environmental certifications will help safeguard the hotel against evolving legal threats while appealing to eco-conscious markets.
[bookmark: _Toc200729426]WT Strategies (Weaknesses-Threats)
Addressing technology and staffing weaknesses is crucial to survive increasing competitive and economic pressures. The hotel should prioritize investment in scalable technology solutions that automate repetitive tasks and optimize workforce management (Conde Nast Traveler, 2022). Staff retention strategies, including competitive compensation, clear career progression, and a positive organizational culture, will reduce turnover risks. 
	
	Opportunities (O)
	Threats (T)

	Strengths (S)
	SO1: Digital PMS integration to enhance guest services.
	ST1: Emphasize personalized service and heritage.

	
	SO2: Hybrid events & sustainability certifications.
	ST2: Proactive regulatory and environmental compliance.

	Weaknesses (W)
	WO1: Staff training and adoption of mobile check-in.
	WT1: Invest in scalable technology & workforce management.

	
	WO2: Control shuttle services to improve reliability.
	WT2: Enhance staff retention and communication.


Table 5: SWOT Analysis
[bookmark: _Toc200729427]Recommendations and Change Management
[bookmark: _Toc200729428]Strategic Context
Radisson Blu Edwardian Heathrow faces a crucial moment. Location, brand, and amenities are competitive, but operational fragmentation—reservation problems, service silos, and outsourced transport lapses—has lowered visitor satisfaction and worker morale. A coordinated plan to improve technology, culture, and coordination is needed to restore service excellence. The following suggestions update visitor experiences and improve operational consistency by addressing core problems (Food & Wine, 2025).
[bookmark: _Toc200729429]Digital Guest Services Transformation
[bookmark: _Toc200729430]PMS Upgrade and Mobile Check-In
A modern, integrated PMS with mobile check-in powers a seamless guest experience. The hotel's reservation irregularities and delayed check-in times damage guest confidence without it. Phased deployment will start with vendor selection, favoring Opera Cloud or protel for real-time connection with OTAs, mobile apps, and digital keys (Clark, 2022). After a controlled pilot, full deployment will include staff training and live support. The £99,000 technological investment is hefty, but it is expected to reduce reservation errors by 25% and check-in times by 30%, enabling workers to provide more personalized service.
	Cost Item
	Estimated Cost

	PMS license & system integration
	£60,000

	Mobile check-in development
	£20,000

	Staff training and support
	£10,000

	Total Investment
	£99,000


Table 6:Total Investment
[bookmark: _Toc200729431]Unifying Service Culture
[bookmark: _Toc200729432]Comprehensive Training & Mentoring
Service delivery is inconsistent due to uneven training and cultural disintegration. A comprehensive training strategy including online learning, interactive workshops, departmental shadowing, and daily SOP reminders will handle this. Along with formal training, a mentorship structure will help new hires set norms and operate together in their initial months (Bensley, 2019). At a cost of £60,500, the campaign is expected to cut service complaints by 20% and increase retention, lowering long-term costs.
[bookmark: _Toc200729433]Enhancing Operational Coordination
[bookmark: _Toc200729434]SOP Harmonization and Real-Time Communication
Housekeeping, front desk, and spa teams' disjointed operations have frustrated guests and caused internal confusion. Workshops will unify SOPs across divisions to clarify duties and timetables. Task boards coupled with the new PMS will provide real-time updates on room readiness, guest priorities, and noise issues, reducing operational friction (Gallup, 2020). Quick leadership huddles before shifts improve synchronization. Digital tools and facilitation cost £23,500, improving operations and guest experience.
	Change Component
	Key Deliverable

	SOP Alignment Workshops
	Shared procedures across departments

	Digital Task Boards
	Visible task assignments and room status updates

	Shift Leader Huddles
	Instant coordination for daily operational shifts


Table 7 Communication Tools
[bookmark: _Toc200729435]Controlling Transport Services
[bookmark: _Toc200729436]Shuttle Service Management: In-House vs. SLA
Shuttle delays, operated by an outside operator, continue to erode the hotel's reliability. Internalising transport activities or using an external vendor to enforce performance criteria must be chosen to fix this (Alreahi et al., 2023). Fully controlling internal operations requires a £160,000 investment in leased vehicles and people. For around £15,000, a thorough service-level agreement and GPS tracking system can improve accountability at cheaper cost. Both methods will boost punctuality and guest trust.
[bookmark: _Toc200729437]Employee Appreciation and Engagement
[bookmark: _Toc200729438]Service Excellence Awards
Low morale and recognition have worsened inconsistent service. Multi-tier recognition programs will reward great performance with monthly “Service Hero” awards and annual staff celebrations to foster a service culture (Rabiul et al., 2023). This approach promotes peer recognition, service accountability in performance reviews, and team ownership. The £17,000 investment should increase engagement by 15–20% and decrease turnover by 10%.
[bookmark: _Toc200729439]Change Management Framework
	Phase
	Objective
	Activities

	Initiation
	Establish ownership and align goals
	Form steering group; define metrics and timelines

	Engagement
	Build awareness and support
	Town hall meetings; staff forums; ongoing communication channels

	Training
	Equip teams with knowledge and tools
	Interactive training sessions; mentoring; soft launch of technology components

	Pilot
	Validate and refine key initiatives
	Controlled trials for PMS, task boards, shuttle improvements

	Rollout
	Implement property-wide
	Full launch; reinforce systems and celebrate early successes

	Sustain & Optimize
	Embed and iterate improvements
	Monthly performance tracking; recognition; SOP reviews; proactive feedback loops


Table 8: Change Management Framework
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Brief descriptions of initiatives, expenditures, and estimated returns:
	Initiative
	Investment (£)
	Primary Projected Benefits

	PMS & Mobile Check-In
	99,000
	25% fewer errors; 30% faster check-ins; enhanced guest satisfaction

	Staff Training & Mentorship
	60,500
	20% reduction in guest complaints; stronger service culture; improved retention

	SOP Integration & Communication Tools
	23,500
	Reduced operational delays; improved departmental harmony

	In-House or SLA-Based Shuttle Service
	15,000–160,000
	50% fewer transport complaints; stronger service reputation

	Employee Recognition Program
	17,000
	15–20% uplift in engagement; 10% lower turnover

	Total Estimated Investment
	£215,000–£360,000
	Transformational improvements in operational performance, guest CSAT, and employee engagement


Table 9: Investment & Expected Benefits
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Effective change takes careful planning. A six-month roadmap introduces all important projects with little operations impact. Strategies like PMS deployment before SOP integration are rationally sequenced by the plan.
	Month
	Milestone Activities

	Month 1
	Finalise PMS vendor contract; appoint internal change champions; announce transformation

	Month 2
	Conduct baseline performance audits; begin shuttle SLA negotiations or lease planning

	Month 3
	PMS integration and pilot launch; staff training rollout begins

	Month 4
	Launch new SOPs; activate task boards; initiate mobile check-in pilot

	Month 5
	Implement transport upgrade (SLA or in-house); begin service recognition programme

	Month 6
	Full go-live for all initiatives; conduct staff feedback roundtables and guest surveys


Table 10: Phased Implementation Timeline
The sequencing lets personnel and guests adjust gradually, preventing overload or turmoil. Frontline workers co-create ideas in engagement meetings to boost buy-in and ease transition.
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This transformation depends on implementation and the hotel's capacity to track results. Thus, a clear performance evaluation mechanism is essential (Xu et al., 2024). KPIs will be measured weekly and reassessed quarterly to meet recommended objectives. 
	Area of Change
	KPI
	Measurement Method
	Target

	PMS and Mobile Check-in
	Reservation accuracy rate
	PMS data audits
	95%+ accuracy

	
	Average check-in time
	Front desk system analytics
	Under 3 minutes

	Staff Training and Mentoring
	Guest service complaints
	Monthly complaint logs
	20% reduction in 6 months

	
	Staff turnover rate
	HR data
	10% decrease

	SOP & Communication Improvements
	Task completion delays
	Task board logs
	90%+ timely completions

	Shuttle Service
	Guest complaints related to transport
	TripAdvisor and internal feedback
	50% reduction

	Staff Engagement & Recognition
	Staff satisfaction score (survey)
	Quarterly engagement survey
	+15% improvement


Table 11: KPIs and Evaluation Strategy
These KPIs will be posted to departmental dashboards and reviewed in monthly team debriefs for performance visibility. Missed targets will be corrected in workshops.
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Staff opposition to change is inherent in service-heavy industries like hospitality. Some employees may view PMS upgrades or SOP harmonization as job security or autonomy concerns (Manoharan et al, 2024). Kotter's 8-Step Change Model addresses emotional and structural impediments simultaneously.
[bookmark: _Toc200729444]Kotter's 8-Step Change Model
Inspire urgency: Use falling guest pleasure to justify action.
Create a Strong Coalition: Recruit department heads and supervisors as change agents.
Create a Vision for Change: Explain how each project enhances staff workflow and guest happiness.
Internal newsletters, daily briefings, and town halls can reinforce the Vision.
Remove Obstacles: Support tech transitions digitally and reschedule shifts for training.
Short-Term Wins: Reward personnel for mobile check-in pilot goals.
Maintain momentum for cultural and SOP integration with early wins.
Anchor Culture Changes: Include new service behaviors in appraisals and inductions.
The hotel can reduce resistance and turn personnel into advocates with rational planning and emotional engagement.
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Technology problems, vendor delays, and budget overruns can happen even with a good strategy. The following risk register details project integrity mitigating plans.
	Risk
	Likelihood
	Impact
	Mitigation Strategy

	Resistance to digital systems
	Medium
	High
	Hands-on training, peer mentorship, tech support hotline

	Staff fatigue due to concurrent changes
	High
	Medium
	Staggered rollout, feedback loops, open-door HR policy

	PMS vendor delay
	Low
	High
	Pre-negotiate SLA with penalties; keep old system as fallback

	Shuttle cost exceeding budget
	Medium
	Medium
	Monitor usage closely; renegotiate SLA if cost > ROI

	KPI misalignment or misreporting
	Low
	High
	Use automated tracking and third-party audits quarterly


Table 12: Risk Management and Mitigation Strategies
This register will be reviewed monthly by a risk task force of department leaders and HR to change strategy.
[bookmark: _Toc200729446]Analyze and Justify Costs
A detailed cost-benefit table provided below to help the hotel make financial decisions. When considering operational efficiency and guest loyalty, long-term rewards surpass upfront costs.
	Initiative
	Cost Estimate (£)
	Anticipated Benefit
	Payback Period

	PMS + Mobile Check-In
	£99,000
	Smoother guest experience, lower error rate
	12–18 months

	Staff Training & Mentoring
	£60,500
	Reduced complaints, stronger service culture
	12 months

	SOP & Communication Tools
	£23,500
	Fewer delays, better teamwork
	9 months

	Shuttle Service Enhancement
	£15,000–£160,000
	Reliable transport, better online reviews
	18–24 months

	Employee Recognition Programme
	£17,000
	Lower turnover, higher engagement
	6–9 months

	Total Cost
	£215,000–£360,000
	Holistic performance improvements
	Varies by stream


Table 13: Cost-Benefit Summary
[bookmark: _Toc200729447]Strategic Long-Term Value
The suggestions fix immediate issues and position Radisson Blu Edwardian Heathrow for long-term success in a changing hospitality industry. The PMS and digital check-in position the hotel for Gen-Z and corporate travelers that value speed and technology. Training, SOP clarity, and shuttle consistency improve operational resilience, especially during event seasons and travel surges (Langgat et al., 2023). Increased employee involvement will also boost employer brand value. Radisson Blu will have a sustained labor advantage by retaining trained, passionate people in a sector with high attrition.
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	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Poor external signage & brand image
	Redesign signage while maintaining brand colour palette and typography. Engage a design agency and test signage with a focus group.
	Improved customer perception; increased foot traffic and higher walk-in conversion. Customer feedback on outdated signage addressed.
	3 months
	16/12/2023
	£20,000 (single site)

	2
	Inefficient guest check-in process
	Implement a cloud-based PMS with mobile check-in feature. Train front desk staff and conduct a pilot rollout before full implementation.
	Reduced check-in time by 40%; improved guest satisfaction ratings on platforms like Booking.com and TripAdvisor.
	4 months
	01/02/2024
	£99,000

	3
	Lack of standardised SOPs
	Develop cross-departmental SOPs in collaboration with team leads. Digitise via task management tools for transparency.
	Increased task accountability, faster turnaround on guest requests, reduced internal miscommunication and delays.
	2.5 months
	15/01/2024
	£23,500

	4
	High staff turnover and low morale
	Launch an employee mentoring programme and service recognition scheme. Include peer-nominated monthly awards and career workshops.
	Higher engagement scores (+15%), improved retention, better guest experience due to happier, more skilled staff.
	3 months
	10/02/2024
	£17,000

	5
	Guest complaints about transport
	Upgrade the shuttle service either via third-party SLA or acquiring branded minivans with fixed route tracking.
	Fewer transport-related complaints, improved airport transfer experience, stronger reviews from business travellers.
	5 months
	01/04/2024
	£15,000–£160,000

	6
	Poor internal communication
	Install a digital task board system and integrate communication updates across housekeeping, front office and maintenance.
	Clearer shift instructions, reduced conflict, greater inter-departmental alignment. Fewer missed or delayed service requests.
	2 months
	15/01/2024
	£10,500

	7
	Lack of guest loyalty post-pandemic
	Revamp loyalty programme by partnering with local attractions (Heathrow spas, lounges, etc.) and promoting through PMS CRM.
	Increase in repeat bookings by 20%; higher retention in business traveller segment. More positive brand affiliation across social channels.
	3.5 months
	01/03/2024
	£21,000

	8
	Inconsistent service quality
	Conduct skill gap audit and redesign the training calendar based on front-line service needs and common complaint themes.
	Service complaint reduction by 25%; elevated standards across departments; consistent ratings on quality of housekeeping and dining.
	3 months
	25/02/2024
	£22,000


Table 14: Action Plan for Radisson Blu Edwardian Heathrow Hotel
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The Radisson Blu Edwardian Heathrow Hotel's operational, strategic, and branding issues have been thoroughly examined in this consultancy report, which provides a data-driven recovery and growth strategy. A comprehensive grasp of the hotel's internal inefficiencies and external pressures has been achieved using SWOT, TOWS, and 7’C model. Weak external perception due to bad brand image and outmoded signage, especially compared to newer and more agile competitors at Heathrow, is a major worry. The survey also found poor service delivery, inconsistent visitor experiences, and staff morale difficulties, which lower customer satisfaction and repeat business (Taylor and Teng, 2018).
The SWOT analysis showed that the hotel is underutilizing its strengths—a well-known brand, a strategic location near Heathrow Airport, and extensive meeting and event facilities—due to operational inefficiencies and outdated branding. These insights were turned into feasible strategic actions using the TOWS matrix, which combined strengths with external opportunities and mitigated threats and internal weaknesses (Azimi et al, 2024). The rise of sustainability, digital guest services, and changing business and leisure traveler demographics have all affected client expectations. Due of its delayed response to changing needs, the hotel is more vulnerable to disruption, especially from tech-integrated competitors.
Based on this diagnosis, targeted recommendations were made. These include redesigning and updating external signage and logo elements to modernize the hotel's visual identity, digitalizing and automating check-in/check-out, and implementing structured staff training to boost morale and ensure consistent service (Xia et al, 2023). These activities address both surface-level symptoms like guest complaints and dropping review scores and the main reasons, such as outmoded operational systems, low staff engagement, and an uninteresting workplace culture. A change management plan based on Kotter's 8-Step Change Model and Lewin's Three-Stage Theory was included in the report to facilitate implementation. This framework will handle opposition, encourage employee buy-in, and integrate new technologies, procedures, and behaviors into the company culture (González Rodríguez et al, 2024). Hospitality, where service quality depends on employee attitudes, responsiveness, and consistency, requires high staff engagement. Change management steps include creating urgency, explaining the goal, and reinforcing new habits through training, incentives, and recognition.
The report also included a tabular action plan with each issue, proposed solution, estimated outcomes, timeframes, and expenses. This helps the hotel budget and track progress while clarifying and accounting for implementation. A hotel of this size and revenue profile may afford rebranding and signage improvements for £20,000. Larger projects like personnel development and system upgrades were phased in to minimise inconvenience and maximise value. Another key focus of the paper is measuring the success of these reforms (Xia et al, 2023). KPIs like customer happiness, Net Promoter Score (NPS), online review trends, employee attrition, and RevPAR were advised to track short-term and long-term progress. These measurements will help management make iterative improvements and provide actionable insights.
These strategies should help the hotel in various ways. More satisfied guests will leave favorable reviews, repeat reservations, and word-of-mouth referrals. Improved personnel morale and service quality will strengthen internal culture and reduce turnover. A renovated brand image will assist the hotel attract younger tourists and foreign business customers who value digital convenience and modern aesthetics (Remountakis et al, 2023). All of this should boost occupancy, revenue, and local hospitality industry competitiveness. This research clarifies Radisson Blu Edwardian Heathrow Hotel's issues and offers real, cost-effective alternatives supported by change management and performance tracking. The hotel can restore market share, improve visitor happiness, and strengthen its Heathrow hospitality corridor leadership if these recommendations are executed (Naqvi et al, 2023). Finally, we appreciate working with the Radisson Blu Edwardian Heathrow Hotel management on this strategic initiative. We hope this report will inspire transformation, and we welcome the chance to help you implement it.
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