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1 Executive Summary
Our Consultancy Company,” Hospitality Consultancy For better stays “is aiming to identify the key disadvantages and issue with every hotel that we are consulting for.
This report presents a comprehensive strategic analysis and transformation plan for Hilton Cardiff, commissioned by its senior management team The primary brief was to investigate a core, internally-identified operational challenge, diagnose its root causes, and develop a costed, actionable strategy for resolution. Our analysis identifies the critical issue as a persistent, high rate of staff turnover in frontline, guest-facing roles. This human resource (HR) challenge is not merely a cost focus; it is a significant strategic liability. It generates substantial financial drain through constant recruitment and training, creates operational inefficiencies, and—most damagingly—leads to tangible inconsistencies in guest service delivery. In a competitive market where the luxury hospitality consumer increasingly demands seamless, predictive, and "hyper-personalized" experiences, this gap between the Hilton brand promise and its operational reality represents a fundamental threat to its long-term market position. The guest has high expectations regarding personalized experiences, luxury treatment and high comfort provided by the hotel. (Catlyn, 2024)











2 Introduction
The Hilton Cardiff, a 202-room full-service hotel, centrally located, serves as a flagship property for the Hilton Worldwide brand in Wales. It is a key player in the city's hospitality landscape, catering to a diverse mix of corporate, leisure, and MICE (Meetings, Incentives, Conferences, and Exhibitions) clientele. Despite its strong brand and location, the hotel's leadership has identified a critical and persistent challenge: a high rate of staff turnover in guest-facing roles. The global and brand-level themes are confirmed to be active within the local Cardiff market. Publicly available reviews provide direct evidence for Hilton Cardiff and its key luxury competitors, demonstrating how the internal HR problem manifests as an external, guest-facing crisis.
 (Visit Wales ,2025).
Our analysis, conducted in accordance with the professional standards of a formal consultancy engagement and grounded in established strategic theory, employed a multi-stage diagnostic process. A SWOT and a STEEPLED analysis (BusinessBalls, 2024; CIPS, 2024) of the macro-environment confirmed that Hilton Cardiff is operating amidst a confluence of intense external pressures. Key factors include: Socio-cultural shifts demanding wellness, sustainability, and personalization, disruptive technological advancements, where Artificial Intelligence (AI) is now central to both guest-facing services (Goodman Lantern, 2024) and internal HR processes (Belgaumwala and Gaurav, 2025). Economic volatility marked by robust travel demand but offset by high operational costs significant environmental pressure for sustainable and ethical operations (Prabhu et al), stringent legal frameworks governing employment, ethical standards for human capital management and challenging Demographic trends, including a shrinking labor pool.

 
3 Ineffective Management and Toxic Culture

While low pay is often cited, a more pervasive and damaging driver of turnover is poor leadership. Industry analyses consistently identify "toxic work environments," "poor communication," "cliques," and "poor leadership and/or management" as primary reasons for staff departure (HighSpeedTraining, 2024). These environments are often characterized by "uncontrolled bullying" and a general lack of support (Opus LLP, 2024).
Although Reedit is an unrealizable source, it can be also an ammoniums “giveaway” as employees are not afraid to say what they really think of the management. In this case the comments should be seen just as a guide and in this case the employes should be interviewed “one to one” so the information can be as truth as possible.
This macro-level data is vividly illustrated by qualitative, first-person accounts from hospitality managers themselves. One anonymous review from a management-level employee at a major hotel brand described the culture as one that "will abuse its employees like nothing else" (Reddit, 2023). The review details a cascade of failures stemming from ownership that "do not want to put ANY money into properties," which in turn leads to "complete incompetence" from leaders who are promoted into positions they cannot handle. This forces competent managers to compensate, creating an unsustainable and demoralizing work environment (Reddit, 2023). Another employee review echoed this sentiment, citing "incompetent management" as the reason they "no longer have anyone to look up to" (Reddit, 2023).
4 Hilton: Direct Employee Feedback
A public review from 2022 specifically concerning the Hilton explicitly identifies a "bad manager/management company" as the root of the hotel's problems. The reviewer describes a "profit before people" culture, stating that management and head office "don't care" and "couldn't care less”. This local, specific evidence is a direct confirmation of the macro-themes. The "bad manager" aligns perfectly with Ineffective Management. The "profit before people" culture is the definition of where staff are treated as a disposable cost rather than a human asset to be developed (Reddit, 2023).

 5 Lack of Perceived Career Progression
The final key driver is the widespread perception of hospitality as a "job" rather than a "career." Employees consistently cite "minimal growth opportunities" (HighSpeedTraining, 2024) and "limited career prospects" (Opus LLP, 2024) as a primary reason for leaving the sector. One employee review captured this sentiment perfectly, stating that "growth opportunities are de facto non-existent" (Reddit, 2023).

6 SWOT Analysis-Summary
A subsequent SWOT analysis identifies the key hotel core strategic tensions.
Strengths
 The hotel’s primary Strengths are its globally-recognized brand equity (PitchGrade, 2024) and the formidable Hilton Honors loyalty program, (GuruFocus, 2024). 
Weaknesses
Its critical weaknesses are high operating costs (PitchGrade, 2024) and a vulnerability to agile, non-traditional competitors such as AirBnB.
Opportunity
The main Opportunity lies in leveraging technology for innovation and getting involved into stepping toward sustainability (GuruFocus, 2024).
Threat
The most severe threat is the failure to adapt to changing customer tastes and legal changes (Bhasin, 2024; Seal and Gupta, 2024).

7 TOWS matrix-Summary
A TOWS matrix (Frampton, 2024; Professional Academy, 2024) was then used to synthesize these findings into an actionable strategy. This analysis generated a clear strategic imperative, converging on a W-O (Weakness-Opportunity) strategy: Hilton Cardiff must leverage its primary opportunity (technological innovation) to solve its most damaging internal weakness (high staff turnover and its associated operational and HR inefficiencies).
Based on this rigorous analysis, this report provides two primary, interconnected recommendations designed to solve the root problem and create a sustainable competitive advantage.

8 Recommendations followed by TOWS matrix
Recommendation 1: 
The strategic adoption of an integrated AI-driven Human Capital Management and Guest Experience platform. We propose a significant capital investment in a single, unified software platform. This system will directly address the drivers of staff turnover by using AI to streamline recruitment, automate onboarding, and provide personalized digital training pathways, thereby fostering employee satisfaction and retention (Belgaumwala and Gaurav, 2025). Simultaneously, the platform will integrate with the Property Management System and Hilton Honors data to empower the (now more stable) workforce with the tools to deliver genuine, AI-assisted hyper-personalization, thus directly linking improved HR to an enhanced guest experience and increased revenue. By personalizing guest experience and request feedback during the stay the hotel can take action to improve the guest experience. (Chatlyn, 2024).
Recommendation 2: 
The implementation of a structured, people-centric change management programmer, using Kotter’s 8-Step Model (Kotter, 2012) as the guiding framework. The 8 –Steps are: Create, Form, Build, Initiate, Remove, Generate, Sustain and Incorporate. Technology adoption is fundamentally a human challenge, not just a technical one. Citing a 70% failure rate for change initiatives that neglect the "people" aspect (Whatfix, 2024), this recommendation is essential for success. The implementation must be managed as a formal change project, guided by the seminal work of Kotter (2012) and the principles of organizational dynamics. This structured approach, benchmarked against competitors like Marriott who have embraced "change acceleration" (Medium, 2023; Marriott International, 2024b), will ensure staff are guided through the transition, from creating a sense of urgency to anchoring the new systems into the hotel's culture.
A detailed Action Plan is provided, outlining a 12-month phased implementation with a total estimated budget. This figure, justified by established project management principles for complex hotel. Success will be measured against specific Key Performance Indicators (KPIs), including a 20% reduction in staff turnover, a 15% increase in guest satisfaction scores, and measurable improvements in TRevPAR (Total Revenue Per Available Room) (Shiji Group, 2024).

9 Analysis of the Core Problem
The issue presented by Hilton Cardiff—high staff turnover in frontline roles—is a symptom of a deeper, systemic misalignment. While the hospitality industry as a whole is notorious for human resource management (HRM) challenges, including high turnover and the need for constant training (Giousmpasoglou and Marinakou, 2024; Promnila et al., 2024), the consequences are most acute for a premium brand. Our analysis identifies the problem as threefold:
1. Financial Drain: The direct costs of separation, recruitment, and training are substantial. This includes advertising, management time for interviews, and the administrative costs of onboarding. More significantly, there are indirect costs: lost productivity (as new staff take time to reach full efficiency), increased errors, and the overtime burden on remaining staff. This directly inflates the hotel's operational costs, a key weakness identified in brand-level analyses (PitchGrade, 2024). This financial pressure makes it difficult to invest in other areas, such as the revenue management training that could improve profitability.
2. Service Inconsistency: This is the most critical strategic impact. A luxury guest experience is built on consistency, recognition, and anticipatory service. An unstable workforce cannot deliver this. It results in a transactional service environment where staff, who may be new or disengaged, lack the empowerment, product knowledge, or motivation to provide the "hyper-personalized" service that modern guests demand (Chatlyn, 2024). This creates a tangible gap between the brand's promise and the guest's reality.
3. Strategic Stagnation: A management team that is perpetually in a reactive "fire-fighting" mode—covering shifts, handling guest complaints stemming from inexperience, and running a constant recruitment cycle—is a team that cannot focus on strategy. They are prevented from engaging in high-value activities like analyzing revenue data, developing new service offerings, or implementing the very technology that could solve their problems.

10 STEEPLED Analysis
· Social: Guest expectations have fundamentally shifted. The modern luxury guest seeks more than a room; they seek experiences. This is demonstrated by a clear demand for "wellness" integration and authentic, "hyper-personalized" service. Furthermore, niche demographic segments, such as Millennials and LGBTQ+ guests, are powerful market forces, choosing brands that align with their values (Eva Lacalle ,2025).
· Technological: This is arguably the most significant driver of change. Technology is no longer a back-office tool but the primary enabler of the modern guest experience. Artificial Intelligence (AI) is the dominant trend for 2025 (Goodman Lantern, 2024; Hospitality.my, 2024), powering everything from predictive analytics in revenue management to chatbots and in-room controls. Critically, AI is also being deployed within HRM to streamline recruitment and training.
· Economic: The latest economic outlook is a paradox. While major consultancies report "heightened uncertainty," the same reports confirm that travel demand remains exceptionally "robust” regarding the rise in Revenue Per Available Room (RevPAR) However, this demand is set against a backdrop of high inflation, supply chain issues, and rising operational costs. Industry data from STR confirms a competitive, if steady, performance landscape (Hotel News Resource, 2024a). This high-demand, high-cost environment, terms the 'new normal' for hospitality, means operational efficiency is not just desirable, but essential for survival.
· Environmental: Sustainability has transitioned from a marketing buzzword to a core operational and strategic imperative. Guests increasingly expect and value eco-friendly practices from waste reduction to responsible sourcing. This is no longer a niche concern but a mainstream expectation. (Atoevna et al., 2025)
· Political: For a UK-based hotel, government policy creates direct pressures. The decision not to reinstate VAT-free shopping for international tourists, as highlighted in analysis of the 2024 budget (Hotel News Resource, 2024b), directly impacts the UK's competitiveness as a destination (Makos, 2024). Furthermore, post-Brexit immigration policies have demonstrably tightened the labor market, exacerbating the recruitment challenges at the heart of the hotel's problem.
· Legal: The primary legal factors impacting the hotel's problem are focued on employment law. All aspects of the employee lifecycle—from recruitment and contracts to managing performance and change—are governed by a complex body of UK law. The definitive source for guidance and best practice in this area (Advisory, Conciliation and Arbitration Service), Any recommended solution must be fully compliant with these legal standards. (Makos, 2024).
· Ethical: This factor operates on two levels. Externally, it relates to Corporate Social Responsibility (CSR) and the hotel's relationship with its community and stakeholders. Internally, and more pertinent to the core problem, it relates to the ethical management of human capital. Sets the professional standard for this. A high turnover rate can be an ethical red flag, suggesting that the organization is failing in its duty of care to its people (Eva Lacalle ,2023)
· Demographic: The data from the (Office for National Statistics ,2025) paints a stark picture. The UK's population is ageing, and migration patterns have shifted. For the hospitality industry, this means the traditional, younger labor pool is shrinking. This demographic pressure intensifies the "war for talent" and makes employee retention a critical strategic priority.
11 SWOT Analysis in depth
This analysis, based on recent strategic reviews of the parent brand (Bhasin, 2024; GuruFocus, 2024; PitchGrade, 2024; The Strategy Story, 2024) and the methodology outlined by sources like SabeeApp (2024), identifies the internal and external factors specific to the hotel
   Strengths                                             Weaknesses                                               
	
	

	1. Dominant Brand Equity: Hilton is one of the most recognized hospitality brands globally, synonymous with quality and service 
	1. High Operating Costs: The cost of maintaining premium standards, high utility costs, and a unionized labor force is substantial 

	2. Hilton Honors Loyalty Program: A vast, data-rich ecosystem with over 211 million members, driving repeat business and providing deep customer insight (GuruFocus, 2024).
	2. High Staff Turnover: The core identified problem. This leads to operational inefficiency, increased costs, and inconsistent service, damaging the brand (Strength 1).

	3. Diverse Portfolio (Parent Brand): The parent company’s wide range of brands (e.g., Spark, Tempo) provides stability, innovation, and cross-promotional opportunities 
	3. Reactive HR Processes: A reliance on traditional, manual, and reactive recruitment and training processes that are ill-suited to a high-pressure, low-supply labor market.

	4. Global Presence & Systems: Access to a world-class global distribution system (GDS), reservation system, and established operational procedures.
	4. Vulnerability to Market Disruption: Increased competition from agile, asset-light, and technologically-native accommodation providers (e.g., Airbnb) .

	Opportunities
	Threats

	1. Technological Innovation: Significant opportunity to invest in AI and technology (Goodman Lantern, 2024) to enhance guest experience (O2) and, crucially, streamline internal HR processes (W3).
	1. Intensifying "War for Talent": A shrinking demographic pool and intense competition for skilled staff (Seal and Gupta, 2024) makes recruitment harder and more expensive.

	2. "Hiper-Personalisation" Demand: Growing guest demand for unique, personalized experiences (Les Roches, 2024) that can be met by leveraging data from Hilton Honors (S2).
	2. Changing Customer Tastes: A failure to adapt to new guest demands for seamless technology and sustainable practices poses a significant threat.

	3. Sustainability as a Driver: Increasing demand for sustainable and eco-friendly travel provides an opportunity to attract a new, conscious guest segment (PitchGrade, 2024; Atoevna et al., 2025).
	3. Intense Market Competition: Continued pressure from direct competitors (e.g., Marriott) who are also investing heavily in technology and change management (Medium, 2023).

	4. Data Monetisation: Using the vast data from Hilton Honors (S2) to drive predictive analytics for personalization (O2) and advanced revenue management (GuruFocus, 2024; Revfine, 2024b).
	4. Geopolitical and Economic Risks: Macro-economic instability, regulatory changes, and geopolitical risks can all impact international travel and operational costs.




12 TOWS Matrix
SWOT analysis is a precursor to a TOWS matrix. While SWOT is a descriptive catalogue, TOWS is an action-oriented tool that strategically combines these factors (Frampton, 2024; Professional Academy, 2024).










	
	Opportunity (O)
1AI/Tech Innovation (HR & GX)
2. Demand for Personalization
3. Data Monetization (Honors
	Treats (T)
1War for Talent" / High Turnover
2. Changing Customer Tastes (Tech)
3. Intense Competition (Marriott)

	Strengths (S)
1. Strong Brand Equity
2. Hilton Honors
3. Global Systems
	S-O Strategy (Maxi-Maxi)

Use the Hilton Honors data and brand to fuel AI-driven innovation, delivering the hyper-personalization that guests expect from the brand.
	S-T Strategy (Maxi-Mini)

Leverage the strong brand and global systems to position Hilton as a "destination employer," mitigating the war for talent by offering better tools and development than competitors.

	Weaknesses (W)
1. High Staff Turnover
2. High Operating Costs
3.Reactive HR Processes
	W-O Strategy (Mini-Maxi)
Aggressively adopt AI/Tech Innovation to directly attack Reactive HR Processes and High Staff Turnover. This reduces Operating Costs and simultaneously enables the delivery of Personalization.


	W-T Strategy (Mini-Mini)
Recognize that Reactive HR and High Turnover make the hotel extremely vulnerable to the War for Talent. This is a "burning platform" scenario; failure to solve this internal weakness guarantees failure against external threats.







13 Recommendations and Change Management
The analysis has established that high staff turnover is not a peripheral issue but a central, strategic bottleneck. It is a critical weakness that is exacerbated by external threats and prevents the hotel from seizing key opportunities. The recommendations are therefore not a list of disparate options but a single, integrated, two-part strategy: a technical solution (the platform) and a human solution (the change model) to ensure its success.
Strategic Recommendations
Recommendation 1: Adopt an Integrated AI-Driven Human Capital Management (HCM) and Guest Experience (GX) Platform
We recommend Hilton Cardiff make a significant capital investment to move away from disparate, legacy systems and adopt a single, unified software platform, driven by AI and cloud technology. This platform must integrate two core functions: Human Capital Management (HCM) and Guest Experience (GX).
The Human Capital Management (HCM) Pilon: This component is designed to directly attack the root causes of staff turnover. It re-engineers the entire employee lifecycle, moving it from a reactive, paper-based process to a strategic, data-driven one.
Strategic Talent Acquisition: The platform should use AI to scan applications, identifying candidates not just on basic skills but on "soft" indicators for service roles (Belgaumwala and Gaurav, 2025). This improves the quality of hires from day one.
Streamlined Onboarding: It must replace "death by PowerPoint" with mobile-first. A new hire can learn the brand standards, safety procedures, and legal requirements before their first shift, making them feel competent and valued.
Continuous Development: This is critical for retention. Instead of ad-hoc training, the platform will provide a library of "micro-learning" modules. This aligns with modern Human Capital Management theory (Baron and Armstrong, 2007) and the management of talent. When staff feel the company is investing in them, they are less likely to leave. This directly addresses the HR challenges endemic to the sector.
Data-Driven HR: Management will have a real-time dashboard showing turnover metrics, time-to-hire, and training completion. They can predict turnover risks instead of just reacting to them. This directly leverages AI in HRM, a key 2025 trend (Islam and Zhou, 2024).
The Guest Experience (GX) Pilon: This is where the investment in staff pays off financially. The same platform must integrate seamlessly with the hotel's Property Management System (PMS) and, most importantly, the Hilton Honors database.
Enabling Hyper-Personalization: When a guest checks in, the (now stable, well-trained) frontline staff will see a simple dashboard: "Welcome back, Mrs. Smith. Last stay: high-floor, quiet room. Preferred dinner: 8 PM." The system empowers the employee to deliver the anticipatory, high-value service that defines luxury (Chatlyn, 2024)
Operational Efficiency: Guest requests (e.g., extra towels) are logged in the system and tracked until completion, ensuring reliability and reducing guest friction.
Linking HR to Revenue: This platform makes the "service-profit chain" explicit. It provides data to show how lower staff turnover and higher training metrics in a specific department lead directly to higher Guest Satisfaction Scores (GSS) and, ultimately, higher TRevPAR (Shiji Group, 2024). This aligns HR strategy with revenue management strategy.

Recommendation 2: Managing and Implementing Change: Applying Kotter (2012)
1. Create a Sense of Urgency: Management must articulate a compelling "burning platform" case. This involves using the data from this report's analysis (the financial cost of turnover, the competitive threat from Marriott, the changing guest expectations) to convince all stakeholders that inaction is a greater risk than change.
2. Form a Powerful Guiding Coalition: This project cannot be siloed in HR or IT. A cross-functional "Change Team" must be created, including the General Manager, heads of Front Office, F&B, and Housekeeping, and, critically, influential and respected frontline staff members.
3. Create a Vision for Change: The vision must be simple, clear, and compelling. For example: "Better tools, empowered teams, exceptional guest experiences." This simple vision connects the technology (tools) to the employee benefit (empowered teams) and the business outcome (exceptional experiences).
4. Communicate the Vision: This vision must be communicated relentlessly (Kotter, 2012). It should be on posters, in email signatures, and at the start of every meeting. Leadership must "walk the talk" and connect every decision back to this vision.
5. Remove Obstacles (Empower Action): This is the most complex step and where most change fails. It involves:
· Removing Technical Obstacles: Ensuring the platform works, is fast, and is intuitive.
· Removing Human Obstacles: This means providing comprehensive training and support for staff who are anxious about new technology.
· Removing Bureaucratic Obstacles: Old processes and job descriptions must be rewritten. This is a formal process. Management must consult with staff and follow UK employment law, using the free, impartial advice from to ensure all contractual changes are handled legally.
6. Upholding Ethical Standards: The process must be managed professionally, adhering to the best-practice guidelines for people management. These builds trust and reduce resistance.
7. Create Short-Term Wins: The 12-month plan needs early victories to build momentum (Islam and Zhou, 2024; Whatfix, 2024). The Change Team should target a high-visibility, low-complexity module (e.g., the mobile onboarding for new hires) to launch within 3 months. Its success must then be publicized and celebrated.
8. Build on the Change: Do not declare victory prematurely (Kotter, 2012). Use the credibility from the short-term wins to tackle the more complex integrations, such as the predictive revenue analytics and the full performance management modules.
9. Anchor the Changes in Corporate Culture: The change is only permanent when it becomes "the way we do things here" (Kotter, 2012). This is achieved by linking the new behaviors (using the platform, sharing guest data) to the hotel's reward, recognition, and promotion systems. New hires are trained on the new system as the only system.


14 Benchmarking, Costs, and Measuring Success
· Benchmarking: The brief requires benchmarking. Hilton’s primary competitor, Marriott, provides a powerful case study. Marriott's leadership has explicitly identified "change acceleration" as a core competency (Medium, 2023). Their 2023 10-K report details executive oversight for "organizational capability, and change management" (Marriott International, 2024a). Furthermore, their "Elevate" program, in partnership with Better Up (Marriott International, 2024b), provides professional coaching to frontline associates, demonstrating a deep investment in the same human capital strategy we recommend. Their 2024 report (Marriott International, 2025) further reinforces this commitment. This proves our recommendation is not experimental; it is a necessary, competitive action to keep pace with the market leader.
· Project Management & Costs: The brief requires reasonable, justified costs. This implementation must be treated as a formal project, not an IT upgrade. We draw justification from the essential reading list, specifically the project management frameworks of for its "workout" methodology and for his specific expertise in managing complex hotel-related projects. These texts provide the formal justification for a structured budget that accounts for risks and planning.
· Planned Budget (12 Months):
· Platform Licensing, Customization & Integration: £150,000
· Comprehensive Training & Change Management (Internal & External Support): £50,000
· Project Management & Contingency: £20,000
· Total Planned Budget: £220,000
This £220k budget is reasonable for a single, large-scale site and represents a strategic capital investment that will be offset by long-term savings in recruitment and gains in revenue.
· Measuring Success: Success must be measured against clear KPIs. We will track:
· HR Metrics: Staff turnover rate (Aim: 20% reduction in 18 months). Time-to-hire (Aim: 30% reduction). 
· Guest Metrics: Guest Satisfaction Scores (GSS) (Aim: 15% increase).
· Financial Metrics: RevPAR (Total Revenue Per Available Room) (Aim: 5% increase), as this captures the full value of an improved guest experience (Shiji Group, 2024).
· Operational Metrics: System adoption rate by staff (Aim: 95% in 6 months).
15 Action Plan
	Number
	Problem
	Solution
	Desired outcome

	1
	Lack of urgency, alignment, and project governance.
	Phase 1: Foundation (Kotter Steps 1-3).
Establish urgency with data. Form the cross-functional Guiding Coalition (Exec, HR, Ops). Develop and communicate the core change vision ("Better tools, empowered teams...").
	A fully empowered Change Team is in place. The entire staff understands the why behind the change. A clear, agreed-upon vision is established.

	2
	Outdated, disparate HR and guest-facing technology systems.
	Phase 2: Procurement & Customization.
Finalize vendor selection for the integrated HCM/GX platform. Begin technical customization to integrate with Hilton's core systems (PMS, Honors).
	A single, unified technology platform is procured and configured specifically for Hilton Cardiff's needs.

	3
	Staff resistance to change; fear of new tech; legacy processes.
	Phase 3: Rollout & Empower (Kotter Steps 4-6). Deploy platform, starting with "quick win" modules (e.g., AI-Chatbot &Mobile Onboarding). Conduct comprehensive, role-based training. 
	Staff are trained, confident, and motivated. Obstacles are removed and the project gains momentum from a visible, celebrated "win".

	4
	Risk of change being a "fad" and not sticking long-term.
	Phase 4: Embed & Review (Kotter Steps 7-8).

Consolidate gains by rolling out advanced analytics. Anchor new processes in HR policy (promotions, rewards). Review KPIs (Turnover, GSS, TRevPAR) (Shiji Group, 2024).
	New processes become "business as usual." Staff turnover is measurably reduced, GSS scores increase, and the change is culturally embedded.



16 Conclusion 
This consultancy report was commissioned by Hilton Cardiff to address the critical strategic challenge of high staff turnover. Our comprehensive analysis confirms that this issue is far more than an operational inconvenience. It is a significant financial liability and a fundamental barrier, preventing the hotel from achieving its strategic objectives in a competitive luxury market. The analysis has shown that the hotel's internal weaknesses in human capital management are being dangerously amplified by external threats and are simultaneously blocking the pursuit of key technological and service-based opportunities.
Our TOWS analysis identified a single, clear strategic path forward: the hotel must leverage the opportunity of technological innovation to solve its core weakness in human resources. From this, our recommendations are twofold, yet fully integrated:
1. A Technical Solution: The adoption of a unified AI-driven platform for Human Capital Management (HCM) and Guest Experience (GX).
2. A Human Solution: The implementation of a formal change management program, anchored by the seminal work to ensure the technology is adopted successfully and sustainably.
This dual strategy, detailed in a 12-month, £220,000 action plan, is designed to be a virtuous circle. The technology will empower and retain staff, directly addressing the turnover problem. This newly stable and empowered workforce will then use the same technology to deliver a superior, hyper-personalized guest experience. This will, in turn, drive guest satisfaction, loyalty, and, ultimately, higher total revenue (RevPAR) (Shiji Group, 2024).
This plan is not without its challenges. It requires a significant capital investment and, more importantly, a visible and sustained commitment from leadership to guide the cultural change. However, our benchmarking against competitors like Marriott (Medium, 2023; Marriott International, 2024b) confirms that this is not a radical or experimental move; it is a necessary and competitive step that leaders in the industry are already taking. The risks of inaction, in a market defined by a "war for talent" (Seal and Gupta, 2024) and new guest expectations, are far greater than the risks of this strategic investment.
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