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Executive Summary

The lack of experienced employees and limited number of kitchen staff are major reasons why Ibis are experiencing poor reviews for their breakfast meal delivery services. This report also underscores the opinion of nearly 68% of hospitality organisations that have mentioned their increased cost of employing new hotel workers in the global market, this has also increased brand expenses. Implementing performance-based rewards has also been highlighted in the TOWS section, which can help the Ibis hotel to both recruit and retain experienced kitchen staff with extensive knowledge of the global cuisine. Furthermore, the use of the SM platform has been suggested in the TOWS section that can help the Ibis London management department fight negative feedback and improve brand value by instigating more positive interactions. 
This report also highlights the UK’s current economic condition for which we can help Ibis to develop and modify its kitchen modification plan for maintaining sustainable revenue production. The UK GDP experienced positive growth of 0.7% in 2025 that can help indicate a subsequently low living cost in the nation, helping Ibis London to modify its hotel room pricing plan. However, the current degrading environmental condition of the UK can prove to be a major cause of concern for British companies such as the Ibis Hotel on instigating ethical business practices. Moreover, the reduced import options caused by Brexit have also reduced the capability of the Ibis management in acquiring quality raw materials for food that have substantial importance towards developing quality breakfast items. 
The UK’s current population stands at 67 million, this can help Ibis London to identify a suitable customer base as it's the target client and organise a suitable promotional plan.  The endorsement of Ibis’s breakfast items can also be showcased on multiple online platforms helping the organisational officials attract customers from the British market. The primary strengths of the global hospitality organisation include online payment and hotel booking facilities that can help Ibis’ management attract a global customer base. Similarly, inexperienced employees and low-quality food delivery during breakfast are major weaknesses in Ibis hotel that ought to be rectified to restore the company’s brand reputation. 
On the other hand, almost 55% of companies have signified a lack of skilled workers to be a major challenge for them, further indicating an ineffective employee training system for maintaining workforce productivity. Regarding that, technology adoption such as KDS and digital ordering systems are valuable strategies in reducing wait times and operational errors positively while providing real-time guest data insights. Therefore, it is essential for Ibis Hotel to create a personalised training regimen for its existing hospitality staff and kitchen workers to integrate an adequate, innovative breakfast menu for their UK clients. 
As part of solving the Ibis Barking Hotel problems, the recruitment team should push hiring more skilled workers for the breakfast team and making breakfast service times longer. In addition, assigning staff members to tasks like cooking, cleaning and serving will encourage accountability and delight the guests. Also, the hotel has to prioritise improving their kitchen facilities with energy-efficient tools like combi ovens and modern fridges to help offer better food. This review mentions ideas for menu diversification, like giving special attention to diets and regularly changing items which ensures the business can address popular diet trends and keep up its guests’ opinions. In addition, measuring performance metrics allows the Ibis company to monitor how effectively the staff works and the standard of the services they provide. 
Inventory automation programmes are another way to improve waste control and guarantee consistency. Hotels need to set up training programmes for staff to ensure hygiene and positive customer service are kept up all the time. In the same way, improved breakfast layout with separated food areas, adaptable fixtures and easy-to-read signs can assist guests to move about more freely and reduce crowding in the hotel. Thanks to Lewin’s Change model, there is an orderly process for transformation starting with communication with employees over their role definition and acknowledging achievements. The concrete steps to enhance breakfast service at Ibis Barking Hotel are mentioned below. Each role is given to a designated department to cheque accountability.  
This consultancy project has thoroughly assessed the breakfast service issues such as dirty tables, lack of variety options and cold blend food faced by Ibis Barking Hotel in the UK. In this report, several shortcomings have been identified, especially the lack of an in-house kitchen and inadequate staffing with the help of STEEPLED and TOWS analysis. These key hurdles have contributed to negative customer experiences and online reviews that diminish the hotel’s brand value. Expected improvements arise from adopting strategies such as higher food quality standards, increasing customer satisfaction and enhancing operational efficiency. Clear role delineating among staff can also reduce service delays, while structured performance and training metrics can raise workforce productivity. Therefore, the Ibis Barking Hotel can be better-positioned in the UK hospitality market with a strategic focus on efficiency, quality and guest satisfaction rate. 

[bookmark: _Toc201304346]1. Introduction
[bookmark: _Toc201304347]1.1 Overview of the Selected Organisation
Ibis London Barking is a global hotel chain that specialises in providing customers with quality hospitality accommodations and standard food service within an affordable price range. The organisation was first founded in 1974 as one of the very first luxury hospitality brands in France, with high-standard rooms and comfort accessible to customers with varying economic and social standings. The Ibis hotel and its various brands currently operate nearly 2500 hotels spread across nearly 6 continents, with the aim of serving a diverse customer base (Ibis, 2025). The hospitality organisation also possesses an effective loyalty programme that is designed to provide almost a 15% discount for UK customers in the process of availing organisational accommodation (Ibis, 2025). 
[image: ]
Figure 1: The hotel room and its subsequent accommodations in the Ibis London Barking
(Source: Accor, 2025a)
The double sweet rooms are one of the most popular accommodations at the London Branch of the Ibis hotel, costing nearly 45.90 pounds per night for a grand total of two adult clients (Accor, 2025a). The hospitality services at the Ibis Hotel also include free cancellation services and quality breakfast meals for customers that are designed to meet British market expectations. 
[bookmark: _Toc201304348]1.2 Breakfast Service Issue Faced by the Company
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Figure 2: The online Review of the Ibis hotel
(Source: Booking, 2025)
Based on online feedback from existing Ibis customers, a substandard breakfast service is a major issue for the hotel that has greatly reduced their organisational brand value in the UK marketplace. It has also enabled the Ibis hotel to receive only a 1-star review from customers based in London, complaining about the lack of hot breakfast availability, which further indicates a complete absence of a kitchen setup (Tripadvisor, 2025). Therefore, the current administration of the Ibis hotel needs to consider developing a separate kitchen within the organisational premises for delivering a variety of breakfast menus to customers. Moreover, the recruitment of experienced chefs and kitchen staff is also a high priority for Ibis London to avoid breakfast service issues and mitigate the possibility of negative reviews in the future. 
[bookmark: _Toc201304349]1.3 Evaluation of the consultancy firm
GB Premier Hospitality Consultancy Services is a British business entity that provides adequate business guidance and advice to companies for resolving existing organisational issues and ensuring sustainable operations. The organisation has been operational for nearly 8 years in the UK, during which they provided sage counsel to nearly 100 clients currently operational in various business industries such as hotels, restaurants, and prominent resorts. The primary functionality of consultancy organisations is to streamline key business operations of client firms for developing a high-performing learning environment towards increasing workforce productivity (Newton, 2010 & Baron and Armstrong, 2007). The business enterprise known as GB Consultancy is currently working towards developing adequate solutions for the Ibis Hotel to permanently resolve their breakfast service issues and improve brand reputation. 
[bookmark: _Toc201304350]1.4 Overview of the consultancy approach
The report is going to demonstrate the current organisational performance of the Ibis hotel and deliver an effective comparison against the global service industry, including its prominent hotel brands. The external market factors of the UK, such as political and social factors, have also been compared in this report using the STEEPLED model that can prove to be relevant for the Ibis Hotel. Moreover, both SWOT and TOWS have also been performed for the UK hospitality brand in this report, which can help provide adequate solutions to business issues and optimised client service. Furthermore, the report provides adequate suggestions, such as kitchen infrastructure development and skill integration among employees, that can help overcome the low-quality breakfast service and deliver a personalised client experience. 
[bookmark: _Toc201304351]2. Analysis
[bookmark: _Toc201304352]2.1 Data Collection and KPIs
[bookmark: _Toc201304353]2.1.1 Methodology
The Ibis Hotel and UK hotel industry data have been obtained using the secondary qualitative method for understanding the overall standards of hotel rooms in London. The UK market data, such as inflation rate, GDP and employment rate, have been determined from secondary sources like governmental websites, Statista and ONS that are viable for the study into Ibis hotel. The British Industry data that has been published after the year 2020, being considered relevant for understanding the current challenges faced by Ibis while preserving breakfast quality. 
[bookmark: _Toc201304354]2.1.2 Demonstration of the KPI examples
The delivery of cashless payment and online transactions is a major KPI for the Ibis Hotel that enables organisational officials to provide personalised services to existing customers and increase client satisfaction. The highly accessible hotel location of the Ibis hotel towards the London Airport and Barking station is another positive factor for the hospitality organisation that has helped attract a diverse client base (Accor, 2025b). Therefore, digital transactional facilities and easy access to public transportation are major KPIs for Ibis Hotel and have allowed the organisation to maintain a faithful customer base in the British marketplace. 
[bookmark: _Toc201304355]2.1.3 Analysis of Current Organisational performance compared to industry benchmarks
The current organisational structure of Ibis employs digital facilities for showcasing the positive features of its quality hotel rooms to online clients through its official website and resolving individual client queries. Based on reputed hotel companies currently operating in the UK, around 76% of companies currently use AI technology to deliver adequate service recommendations to clients based on individual requirements (Statista, 2025a). Contrarily,  almost 14% of hospitality corporations have also been employing virtual and augmented reality systems for delivering a high-quality experience to clients during room purchase (Statista, 2025a). As a result, the implementation of innovative tools such as AI and VR has become a benchmark for the global hospitality industry that needs to be considered by Ibis management for delivering smart recommendations to UK customers. 

2.2 Root Cause Analysis
[bookmark: _Toc201304356]2.2.1 Identification of the Major Problems of the Company
The delivery of substandard and cold breakfast to UK clients is a major issue for the Ibis Hotel’s London Branch, that has resulted in heightened customer dissatisfaction and bad online reviews for the firm. 
[bookmark: _Toc201304357]2.2.2 Evaluation of the Root Causes
5 Why model
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Figure 3: The deployment of the 5 Whys model
The lack of any in-house kitchen infrastructure is the crucial problem for the Ibis Hotel, having resulted in a gradual reduction in breakfast quality and produce hot meals for clients. Also, insufficient staff availability is a prominent issue for hospitality companies that has reduced their organisational capability in delivering quality food options to clients, leading to low customer satisfaction (Ali et al. 2021, Wicaksono and Illés, 2022, & Carlbäck et al. 2024). 
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Figure 4: The major issues faced by hotel companies in the UK and Europe
(Source: Statista, 2024)
For Example, around 66% of Hospitality companies currently operating in the UK, and Europe, have mentioned increased staffing costs to be a major problem that has reduced organisational capabilities of meeting customer needs (Statista, 2024). Moreover, inadequate professional skills among hotel staff is another prominent root cause at the Ibis Hotel, which has mitigated their organisational ability to better diversify its breakfast menu and meet British clients' demands. 
[bookmark: _Toc201304358]2.2.3 Summarisation of root causes
The Ibis Hotel and its root causes of sub-optimal breakfast are inadequate kitchen infrastructure, lack of kitchen staff and lack of skilled workforce that needs to be addressed by organisational officials for enhancing existing operations. 
[bookmark: _Toc201304359]2.3 STEEPLED Analysis
[bookmark: _Toc201304360]2.3.1 Examination of the external factors and their implications on organisational breakfast service
	Factors
	Discussion
	Industry Implications
	Impact on the organisation

	Social
	· The UK employment rate has been reported to be around 75.1% in 2025 (Clark, 2025a)
· Great Britain has also registered an unemployment rate of 4.5% (ONS, 2025a)
	Positive
	The procurement of skilled kitchen staff for the Ibis Hotel

	Technological
	· Almost 88% of UK companies have adopted AI technology within management processes (ONS, 2023)
· Around 69% of companies have employed cloud-based tools in business processes (ONS, 2023)
	Positive
	The introduction of automation in the Ibis Kitchen infrastructure

	Economical
	· In 2025, the United Kingdom experienced almost 0.7% growth in national GDP (ONS, 2025b)
· The current inflation rate of Great Britain has also been registered to be around 2.6% in the first quarter of 2025 (Clark, 2025b)
	Positive
	The Ibis hotel can cultivate a loyal customer base. 

	Environmental
	· The British industrial sector has emitted nearly 384 million tonnes of greenhouse gas in 2023 (ONS, 2024a)
· The reduction of greenhouse gas emissions has been reduced by only 52% in the last three decades (ONS, 2024a)
· The UK household is responsible for creating almost 23.1 million tonnes of solid waste in 2021 (Alves, 2025)
	Negative
	Enhancement of Ibis CSR policies for reducing organisational carbon footprint. 

	Political
	· The UK possesses a democratically elected system that is supervised by the British royal family
· The long-term import of goods in the UK has reduced by 15% due to the Brexit situation (Chu and Kovacevic, 2025)
	Negative
	Ibis Hotel can face difficulties in importing raw materials for the kitchen staff

	Legal 
	· The UK legal system involves three judicial branches such as the legislature, the judiciary, and the executive (Judiciary UK, 2025)
· England and Wales, Northern Ireland and Scotland are part of the UK judiciary system (Judiciary UK, 2025)
	Positive
	The hospitality organisation can receive sage legal counsel for improving organisational ethical processes

	Ethical
	· The current UK healthcare ethics provide autonomy to patients for making treatment decisions
· The “General Data Protection Regulation (GDPR)” safeguards client and organisational information from theft (UK CGC, 2025)
	Positive
	The preservation of intellectual properties for the Ibis hotel and its London subsidiary

	Demographical
	· The current population of the UK is around 67.6 million (ONS, 2024b)
· The average age demographic of Great Britain is around 40.7 years (ONS, 2024b)
	Positive
	Procurement of the young adult population of the UK for the Ibis Hotel


Table 1: The STEEPLED Analysis of the United Kingdom
[bookmark: _Toc201304361]2.3.2 Analysis of concise descriptions applicable to Ibis and hospitality
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Figure 5: The current employment rate of the United Kingdom
(Source: Clark, 2025a)
The current UK marketplace and its subsequent industry have showcased a high employment rate of nearly 75.1%, which indicates adequate availability of experienced employees with effective professional skills (Clark, 2025a). Therefore, the current leadership of Ibis London can easily attract a high-performing employee base with a diverse set of skills that can meet organisational work standards. On the other hand, the majority of British companies, which are nearly 88%, have successfully integrated AI systems for current managerial tasks to streamline workflow processes and meet target client expectations (ONS, 2023). Therefore, Ubus management can also employ AI systems for determining potential issues within the existing kitchen system and cultivating adequate mitigation policies for creating innovative breakfast menus. 
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Figure 6: The National inflation rate of Great Britain
(Source: Clark, 2025b)
The relatively low inflation rate of the UK, which is around 2.6%, further demonstrates the increased purchasing power of British citizens towards procuring quality food and accommodations (Clark, 2025b). Therefore, it is paramount for the Ibis hotel to cultivate quality food products for its existing client base for increased brand value in the local marketplace and generate a faithful consumer base. 
[bookmark: _Toc201304362]2.4 SWOT Analysis
	Strengths
· Digital payment facilities for clients
· Online accommodation booking for clients
· Prime location for the Ibis London Branch
	Weaknesses
· Low-quality Breakfast food development
· Negative reviews on online ticket booking platforms
· Lack of skills among hotel staff

	Opportunities
· The creation of smart kitchen infrastructure for procuring quality Breakfast dishes
· The development of social media (SM) marketing campaigns
· The creation of online training programmes
	Threats
· Increased competition in the global marketplace
· Inadequate number of staff
· Lack of a workforce incentive system


Table 2: The SWOT analysis of the Ibis Hotel
The development of an SM marketing initiative also needs to be a major concern for Ibis towards instigating positive interactions with online clients and better combating existing negative reviews. In the financial year of 2025, the British industry invested nearly 9.44 billion pounds towards developing quality SM campaigns, which signifies its ability to attract relevant clients (Statista, 2025b). 
On the other hand, the gradually increasing competition in the global hospitality industry can be recognised as a major threat for Ibis that negatively impacts organisational ability to maintain market presence in the UK. By the end of 2025, the global hospitality and accommodation industry is projected to reach a market revenue of 326 billion pounds, which indicates the prevalence of luxury brands such as Marriott and Hilton (Statista, 2025c)
[bookmark: _Toc201304363]2.5 TOWS Matrix
	
	Strengths
· Digital payment facilities
· Online accommodation booking for clients
· Prime location for the Ibis Hotel
	Weaknesses
· Low-quality Breakfast food processing
· Negative reviews on online platforms
· Inadequate professional skills among hotel staff

	Opportunities
· Smart kitchen infrastructure for procuring quality Breakfast dishes
· The development of social media (SM) marketing campaigns
· The creation of online training programmes
	S-O:
· Use of online for showcasing the smart kitchen infrastructure for Ibis
· The application of SM platforms for advertising to online UK customers
· On-site training for the Hotel staff towards maintaining service in prime locations
	O-W:
· The deployment of a smart Kitchen for improving breakfast quality
· The reduction of negative online reviews through SM promotion (Vukušić et al. 2021)
· Effective training programmes for improving employee capabilities (Rivaldo and Nabella, 2023)

	Threats
· Increased rivalry in the global marketplace
· Inadequate staff count
· Inadequate workforce incentive system
	· The endorsement of digital payment facilities for Ibis to better compete with rival Hotels
· The recruitment of interested hotel workers through SM platforms
· Delivery of adequate incentives for increasing employee motivation and improving the Ibis service in the London branch
	W-T:
· The improvement of breakfast quality to improve the market position over rival firms
· The increase in staff numbers is to improve consumer service standards
· Performance-based rewards for retaining highly skilled employees (Fitri, 2024)


Table 3: The TOWS analysis of the Ibis Hotel
Based on the above table, the TOWS approach further indicates the effectiveness of performance-based incentives that can help Ibis London towards obtaining an experienced kitchen staff and producing an attractive menu for clients. The increase in staff numbers has also been highly suggested towards Ibis London management for addressing the need of its growing client base in the UK and delivering delicious food products. 
[bookmark: _Toc201304364]3. Recommendations and Change Management
3.1 Focus on the process of recruitment and staff allocation
· Additional personnel should be allocated to the breakfast team to better manage peak-time demands 
In a real-world business context, the recruitment of skilled workers and allocation is regarded as a vital aspect required to be put into business operations through effective management (Mavridopoulou and O’Mahoney, 2020; Ghani et al., 2022). Regarding that, Ibis Barking Hotel needs to concentrate on an effective staffing process to enhance their breakfast service quality for potential guests. Besides, it's recommended for Ibis Barking Hotel to increase the breakfast time by around 20 to 30% to align with occupancy rates and peak service times. As evidence, between 2005 to 2017, British people had a maximum time of approximately 56% to eat breakfast, that highlights the maximum time provided by hotels to visitors (Wunsch, 2024). Therefore, adopting a structured staffing model can ensure accountability and efficiency that leads to improved guest experiences. 
· Delineating roles such as cleaning, cooking and serving to improve operational efficiency 
Ibis has to incorporate performance metrics that help all staff monitor their effectiveness in their desired roles. Providing roles and responsibilities to staff is pivotal to automate and streamline applicable processes. Besides, as stated by Akpa et al. (2021), role clarity has been considered as the state of understanding one’s job duties and expectation from an organisation. For Ibis Barking Hotel, assigning specific roles such as cooking, cleaning and serving not only streamline operations, rather it reduces service bottlenecks. Role clarity can help in preventing gaps and overlap in roles that leads to smoother operations (Oham and Ejike 2024). Therefore, it can be stated that this approach not only improves operational efficiency but also contributes to the development of employment and client preferences. 
[bookmark: _Toc201304365]3.2 Kitchen Infrastructure Development 
· Developing a state-of-the-art kitchen equipment for maintaining storage standards 
Shaping the changes in HR’s role in modifying essential things can not only gain guest attention rather it also acts as behaviour modification (Whittington and Molloy, 2005). In addition, incorporating advanced refrigeration units along with hot-holding equipment can keep food fresh and adhering to safety standards. In contrast, modifying kitchen equipment is vital towards maintaining food quality along with service speed by staff members within the firm. Investing in energy-efficiency appliances like combi ovens and induction cooktops can increase cooking precision and reduce the energy consumption rate accordingly (Bruegel, 2025). All these factors are vital for Ibis Barking Hotel to offer rapid heating and consistent temperature control ensuring their food is served hot and promptly. Analysis wise, automated inventory systems have been more usable to reduce waste and automate/ streamline operations. Hence, it can be stated that proper temperature and storage maintenance with automated inventory systems can prevent foodborne illness and maintain guests’ trust. 
[bookmark: _Toc201304366]3.3 Adoption of Staff Training Program
· Implementing targeted staff training that prioritises guest interaction, sanitation practices and safe food management 
Currently, comprehensive staff training programs have been adopted by many firms which are focused on customer service, hygiene maintenance and food handling. Faour-Klingbeil et al. (2025) have stated that effective training for food safety maintenance among staff in hospitality sectors include a hands-on demonstration of activity. Applying that, Ibis Barking Hotel can emphasise the relevance of cleanliness, prompt service and food safety that can significantly enhance the breakfast experience for guests. Alternatively, regular workshops and certifications during training can keep staff updated on industry trends and safety management (Szczyrba and Ingaldi, 2024). For sanitation practices, periodic assessments and feedback sessions can also enable Ibis Barking Hotel to identify the process and area where improvement is needed. Therefore, adopting targeted staff training not only prioritises guest interaction but also sanitation practices and safe food management.      
[bookmark: _Toc201304367]3.4 Focus on designing breakfast Layout
· Recommend redesigned breakfast layouts to minimise congestion and streamline guest flow
Ibis Hotel is required to utilise mobile serving stations along with modular furniture that can provide flexibility to adjust the entire layout based on guest volumes and needs. On the other hand, adoption of clear signage and intuitive design elements can also guide guests seamlessly around the breakfast service. According to Borysenko et al. (2025), modular furniture can enable the hotel to optimise space utilisation along with enabling them to respond to changing needs effectively. Designing breakfast layouts in the renounced hotel where there is a higher number of guest visits is good in reducing congestion and streamlining the service (Kalgi and Hire, 2024; Wei et al., 2023). Therefore, Ibis Barking Hotel is required to optimise space utilisation and respond to changing needs based on demand. 
By considering guest wants, having an efficient breakfast setup can avoid long lines and ensure better guest movement. According to Ifebi et al. (2024), hotels focus on maintaining enough space among stations and seating areas so that everyone feels more comfortable. That’s why Ibis Barking Hotel can have kitchen stations for cold, hot and beverage items which makes it easy to distribute dishes to different guests and reduces congestion (Lahiri et al., 2024). It is also a good idea to go over the layout frequently and pay attention to what guests and employees say, to spot any weaknesses and continue offering a great dining experience. So, introducing additional workers to the redesign process can give important insights and encourage them to care about the changes.   
[bookmark: _Toc201304368]3.5 Diversification of Menu
· Expanding the menu and providing rotating menu to include balanced, varied and diet-sensitive options that catering to modern dietary trends 
Focusing on diversifying the breakfast menu such as including healthier and dietary-friendly options can cater to a broader range of guest preferences. Ibis Barking Hotel can concentrate on providing novelty and encourage their guests to explore different menu options. Also, the consideration of rotating menus can help sustain guests’ interest and reduce menu fatigue effectively (Lévesque et al., 2024; Lei et al., 2024). Diet menus, nutrition and wellness are rapidly becoming well-known staples, catering is aligning with the growing concentration on health and personalised nutrition. Ibis Barking can focus on adopting seasonal offerings in menu and themed based breakfasts that can provide novelty and encourage guests to explore several options. As stated by Yaiprasert and Hidayanto, (2023), regularly updating and menu modification based on guest feedback can ensure relevance and appeal. Hence, this approach provides guests with a unique and memorable dining experience which results in an increased guest visitation rate. 
[bookmark: _Toc201304369]3.6 Considering Technological Association
· Encourage the adoption of digital tools such as mobile ordering system along with breakfast service management apps  
In this competitive business landscape, adopting technology in food service operations can enhance the efficiency of the staff. From the viewpoint of Sikder and Anae, (2023), adopting digital ordering systems such as mobile and online ordering can enable guests to place orders at their convenience reducing wait times. Aside from that, Ibis can utilize the kitchen display system (KDS) to improve communication in the middle of front-of-house and kitchen staff that ensure timely fulfilment of orders. A KDS has the capability to reduce the likelihood of errors through eliminating confusion with standardised orders that are clearly mounted screens for all staff (Theaccessgroup, 2025; Japri et al., 2024). Besides that, this system can track order time along with identifying bottlenecks that facilitate continuous improvement. Therefore, the hotel can integrate KDS along with an online ordering system to get real time insights about guest preferences to drive targeted improvements in service quality. 
[bookmark: _Toc201304370]3.7 Adoption of Lewin’s Change Management 
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Figure 7: Lewin Change Management Model 
(Source: Hrcourseonline, 2023)
In the 1940s, Lewin developed a model known as Lewin Change Management which is considered as the cornerstone for exploring and understanding organisational change. This model has three stages like Unfreeze, Change and Refreeze that are involved in the current state of firms to adapt change into a desired state (Ojenike, 2023; Isiche and Mandere, 2024). Related to the context, the use of Lewin’s Model can guide the transition in an improved breakfast service process.  
	Stage
	Actions
	Objectives
	Stakeholders
	Timeframe

	Unfreeze
	· Communicate the need for change
· Conducting awareness training sessions
	· To prepare staff for upcoming changes 
· To address concerns and build support among guests 
	· Operational management 
· Breakfast team
· Supporting staffs
	 2 weeks

	Change
	· Providing comprehensive training
· Clarifying new roles and responsibilities
	· To enhance service quality and guest satisfaction rate 
· To improve operational efficiency 
	· All staff involved in breakfast service process
	4 weeks 

	Refreeze
	· Establishing feedback mechanism
· Recognising service practices and reward staff contribution 
	· To sustaining improvement 
· To maintain high service standards among UK top hotels 
	· Management 
· Breakfast team
	Ongoing


Table 4: Application of Lewin Change Management Model
The afore-mentioned table has highlighted that Lewi’s Change Management Model provides a detailed approach to address the service issues at Ibis Barking Hotel’s morning food service process. Reflecting on the unfreeze stage, the concentration of Ibis is on preparing staff for change by communicating the chances for improvement along with conducting awareness training with industry professionals. Acknowledging the potential needs or requirements of guests through communicating is vital to reduce resistance and fostering a shared understanding of service shortcomings (Hangl et al., 2023). Accordingly, engagement of key stakeholders such as operational manager and breakfast team is valuable for over a two-week period as it fosters early engagement and operational preparedness. 
On a similar note, the change phase shows four weeks of completion, and it mainly involves comprehensive staff training and role determination process. In this phase of Lewi’s Change Management Model, service quality of Ibis Barking’s staff reduces delay and improves the guest satisfaction rate can be improved for generating higher revenue. Correspondingly, the hotel aims to streamline workflows along with addressing persistent issues such as cold food Last but not the least, change is solidified through continuous feedback mechanism as well as recognition system in the refreeze stage. Considering that, this ongoing process can help the firm to embed new practices into the hotel’s culture to ensure higher performance.  
[bookmark: _Toc201304371]3.8 Measuring Success
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Figure 8: Three KPIs
Looking at how new strategies work is important to keep improving businesses so that they gain a steady stream of customers. To achieve good results at Ibis, some of the considered main performance indicators are: how satisfied the guests are, how much the hotel makes per seat and controlling waste. Included in behavioural pleasure and guest satisfaction are checking surveys and looking at online reviews which guarantee the sustainability of the hospitality services. Besides these, it is possible to tackle food waste reduction (KPI) by following food waste levels to cheque if controlling portions and managing inventories works. For managers to understand precise costs, they depend on looking into sales figures to make informed choices and learn how to control their financial revenue. Yet, analysing revenue per passenger can help explore this aspect and gauge how adding different foods will affect finances and efficiency at a restaurant (Gomes et al., 2025). Besides, KPI is very useful in the business process since it enables organisations to measure and compare their performance with earlier measures (Van et al., 2023; Mtau and Rahul, 2024; Olyai et al., 2024). Looking at the records of sales by the hotel and studying customer spending habits will help discover important ways to raise the standard of service (Fernandes et al., 2021; Hossain et al., 2024). As a result, looking at these metrics helps Ibis Barking Hotel make proper choices and hold on to the updates that benefit its business in the long run.    
[bookmark: _Toc201304372]4. Action Plan

	Action
	Responsibility
	Desired Outcome
	Timeline 
	Estimated Cost 
	Planned Budget

	Hiring 4 additional staff for breakfast operations
	· HR Manager
· General Manager
	· Reduce guest wait times
· Enhance service coverage at peak hours
	2 weeks 
	£8,000 (first month salary)
	Total: £39000

	Define and allocate clear roles such as cooking, cleaning and serving
	· Operation Supervisor
	· Improve efficiency 
· Reduce confusion 
· Ensure staff accountability 
	2 weeks 
	No additional costs
	

	Procure advanced kitchen appliances such as ovens, refrigeration units
	· Procurement and Finance Department
	· Serve hot, fresh meals consistently 
· Reduce preparation and service delays
	4 weeks
	£18,000
	

	Conduct hygiene service and food safety training 
	· Training Manager 
· External Hospitality Consultant
	· Enhance staff capability and guest satisfaction
· compliance with safety standards  
	3 to 5 weeks
	£2,500
	

	Redesign breakfast layout using modular furniture 
	· Facilities Manager 
· Hotel Architect Consultant 
	· Reduce congestion
· Increase guest movement flow
· Improve dining experience 
	2 to 4 weeks
	£5,000
	

	Install digital ordering system and KDS
	· IT Manager 
· Software Vendor
	· Reduce order errors 
· Gain insights into guest preferences 
	6 weeks approx. 
	£6,000 
	


Table 5: Action Plan
Table 5 has revealed a practical approach for improving breakfast operations in the Hotel with an estimated cost of around £39,000 to complete the operation. On the other hand, the need of four additional staff addresses service delays and reduces guest wait times during visitation at Ibis Barking Hotel. Furthermore, the action plan has specified an estimated cost of £6,000 for installing a digital ordering system and KDS to streamline order processing and provide data insights. Focusing on table 5, specific roles such as cleaning and cooking play a pivotal role that helps in improving operational clarity in an effective way. It can be stated that the entire plan is more applicable and designed to deliver measurable service improvements and guest satisfaction of Ibis Barking Hotel that leads to generation of higher revenue in business.  
[bookmark: _Toc201304373]5. Conclusion 
To conclude, the engagement in the middle of GB Premier Hospitality Consultancy Services and Ibis London Baking has provided a comprehensive diagnostic of the breakfast service issues that leads to a damaged brand reputation. The report has identified several root causes such as the absence of an in-house kitchen, staff shortages and inadequate skill levels among employees. These issues have resulted in substandard breakfast experiences which negatively impact customer satisfaction and therefore online ratings. Analysis of STEEPLED, SOWT and TOWS are benchmarking against UK industry standards and applying tools such as 5 Whys to uncover operational bottlenecks. In this report, KPIs such as digital payment adoption, strategic location and customer centric services have been acknowledged as Ibis’ foundational strengths. However, these can be improved more with adopting KDS, quality food services and acquiring and retaining a skilled workforce. 
Therefore, it can be concluded that the Ibis Hotel is a premier hospitality brand that is renowned for delivering high-quality accommodation to UK customers at an effectively low price. However, the current standard of breakfast provided by Ibis London is the critical challenge that has been showcased in this report as the most damaging factor for the organisation towards achieving a healthy market presence. The report further showcases the average demographic of the UK being 40.7, which exemplifies the prevalence of the younger demographic of customers that needs to be the primary focus of the London branch of Ibis. 
The hospitality organisation has also received a 1-star review on the online platform, as mentioned in this report, which can potentially reduce the organisational capability of reaching out to diverse client segments. Business organisations can also provide their employees with on-site training in order to elevate personal productivity levels and easily deliver feedback towards client queries (Jindain and Gilitwala, 2024 & Potjanajaruwit et al., 2024). However, the instigation of Brexit has also been emphasised in this report as reducing the ability of Ibis to transfer goods between its international counterparts due to increased import and export tariffs.  
Improvements such as better kitchen resources, proper training for staff and more clearly defined job roles will make operations more efficient and please more customers. AI also makes it possible to simplify kitchen operation and improve the way guests are served. It has been rewarding for this consultancy to team up with Ibis Barking and commends the firm for its willingness to try new things and get better. If GB Premier’s recommendations are applied, Ibis could enhance its great service and gain its previous lead over others in the hospitality sector in the UK. Grabbing on to the positive teamwork experienced during the engagement, GB Premier will anticipate success in the organisation’s transitional journey with Ibis. 
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