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[bookmark: _Toc197615226]Executive Summary
The Britannia Adelphi Hotel is a popular British hotel that works under the supervision of the Britannia Hotel Group. After having a notable past and success in its history, the company is now facing issues related to its overall reputation due to its safety and maintenance concerns. Throughout its operation and areas, it has been identified that the company's operations are not up to the mark in this current situation due to a lot of ignorance and inefficient damage control approaches. The Britannia Adelphi Hotel in Liverpool has faced critical challenges, including food hygiene violations, guest safety concerns, operational efficiencies, and so on, which calls for a proactive and comprehensive implementation plan by focusing on food hygiene, pest control, renovation, maintenance, establishing transparent communication and so on. This study is based on the Heritage Hospitality Consultancy consultancy report and analysed in-depth discussion on the hotel's external and internal environments. Through situational analyses, this study showed how potential and existing issues directly harm organisational reputation and competitiveness in the marketplace, and people are showing their complaints against the hotel for overall safety and maintenance issues. 
Issues evident at the Adelphi Hotel, Liverpool, were evaluated utilising STEEPLED, SWOT, and TOWS frameworks. The analysis revealed a number of setbacks related to its reputation and operation in the form of zero rating related to the hygiene of food, unwanted incidents related to guests, and outdated infrastructure of technology. These issues, as a whole, reduced the hotel's trust to the public, rate of occupancy, and major scrutiny from legal and regulatory entities. The hotel is struggling to appeal to individuals associated with considering hygiene and technological advancements. However, competitors such as Hilton Liverpool are in a position to dominate with their offerings, with a high level of standards. A number of strategies include investing in upgrades in the digital environment, smart measures of safety, and modernisation of rooms. The goal is to align with the expectations of guests, along with rebuilding trust. The consideration of partnerships related to tourism boards, along with launching a campaign regarding the recovery of reputation, can be positive aspects for the hotel for a sustainable form of growth. A set of operation-based modifications at an immediate level is vital for viability in the future.
From the discussion. It has been found that to obtain competitive success in the market, the hotel needs to implement some strategies, which are portrayed as recommendations in this study. The study showed some specific implementation plans by considering change management models and approaches. Recommendations for the development of operations, the organisation needs to adopt pest control, comprehensive renovation, transparent communication, development and other strategies to become competitive in the marketplace. The recommendation part of the study showed how different operational changes will influence the organisation and how the organisation will react to these changes. This portion of the study incorporated change management models for conducting critical analysis and in-depth research work. Different strategies like staff encouragement, continuous improvements, evaluation of corporate needs, training programs, and others are also discussed in this part of the study. They show how the company can redesign its operations and develop activities to obtain corporate goals accordingly and overcome ongoing challenges.
The following three recommendations in a mid-sized hotel in the UK are appraised in terms of their impact and feasibility: effective pest control and hygiene management, physical renovation and maintenance, and guest-company interaction and feedback programs. These outcomes will be determined by guests' feedback, hotel occupancy, inspection results and the number of complaints. Costs and benefits of integrating mobile technology in service delivery are presented in the report, and they include: positive impact on brand image, increase in revenues and of course, the achievement of better performance. Recommendations are most suitable for the hospitality sector as they aim to be cost-efficient and easily implementable, thus spearheading the expansion ambitions of the industry.
This consultancy report focuses on addressing critical safetand maintenance issues at the Britannia Adelphi Hotel in Liverpool. Key issues identified include bad pest management and hygiene requirements, deteriorating facilities, and useless conversations with guests. These troubles have significantly impacted visitor pleasure, the hotel's recognition, and operational efficiency.
To tackle these challenges, a three-part action plan is proposed. Firstly, a structured Pest Control and Hygiene Management Program might be introduced to beautify cleanliness and meet health rules. Secondly, a comprehensive preservation of previous visitor and communal areas is usually recommended to enhance protection, comfort, and visible attraction. Thirdly, the implementation of a virtual remarks and reaction gadget will ensure timely decisions regarding visitor worries, fostering a more engaging and responsive provider environment.
Each recommendation includes clear outcomes, budgets, and timescales aimed at boosting customer confidence, pleasure, and return charges. The action plan supports the resort's strategic goal of restoring its popularity and improving standard service. By addressing these issues immediately and efficiently, the Britannia Adelphi Hotel can steady long-term operational upgrades and re-establish itself as a leading hospitality establishment in Liverpool. This report highlights the significance of planned investment and continuous development to maintain a competitive advantage within the hospitality industry.
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The Britannia Adelphi Hotel is a popular British hotel that operates in the heart of Liverpool City. This Edwardian-style hotel was established in 1914, and within a few days, it became an elegant and luxurious destination for visitors. With more than 400 deluxe rooms and many commercial halls, this hotel promotes intense hospitality to its visitors (Liverpool Echo, 2025). Britannia Adelphi Hotel is a popular place for business travellers, event attendees and vacationers with easy access to commercial houses, historical sites, tourist destinations, and major transport hubs. Currently, the hotel chain has more than 12,000 employees across its locations (Information Service, 2024). However, in recent times, it has been observed that the hotel is facing issues with deteriorating its popularity and competitiveness in the marketplace due to safety hazards, antiquated infrastructures, cleanliness standards and multiple health concerns. 
Multiple contemporary organisations, such as the Liverpool Echo, published investigation reports in 2022 and 2023, showing detailed complaints from visitors to the specific hotel about safety and maintenance concerns (Liverpool Echo, 2023). The current situation has had a significant influence on Liverpool's reputation as a destination for hospitality and tourism in general, along with the hotel's brand identity dilemma. Based on the research work of the Liverpool Echo, it has been observed that over the last ten years, the Britannia Hotel Group was identified as the worst hotel chain in the UK, which increased stakeholders' worries (Liverpool Echo, 2022). From this analysis, it has been found that despite its historical significance and ideal location, the Adelphi is currently positioned at a turning point where immediate actions are required to stop its overall failure. As per the research work O'Mahoney (2021), it can be mentioned that ignoring the damage might lead to long-term financial losses, reduce the organisation's reputation and lower occupancy rates for violating health and safety regulations. 
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Britannia Adelphi Hotel, Liverpool
(Source: Liverpool Echo, 2023)
Heritage Hospitality Consultancy is one of the most popular UK-based consultancy firms that provides consultation to hospitality companies to maintain their service quality, safety measurements, sustainability operations and heritage preservation through scientific observations (Heritagehospitalityconsulting, 2024). To support the Britannia Adelphi Hotel in addressing its ongoing issues, Heritage Consultancy provides consultancy reports for the revitalisation of organisational legacy. It has been found that Heritage Hospitality Consultancy critically analyses industrial insights with customised strategic interventions to turn underperforming hotels and hospitality firms’ facilities into economically viable, compliant and visitor-centric approaches. Based on the perspective of Kipping and Clark (2012), it has been found that the consultancy firms’ extensive expertise in infrastructure design, operational audits and also in stakeholder engagement ensures that every consultation is realistic and aligned with contemporary environments. 
The objective of this consultancy project is to conduct a strategic analysis of the Britannia Adelphi Hotel’s ongoing safety and maintenance issues and to recommend affordable solutions. To evaluate the external macro-environment of the firm and identify which external factors influence the organisation directly and indirectly to sustain itself in the competitive environment. For this reason, this study is going to conduct the STEEPLED Framework to identify Social, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic factors and conduct a critical situational analysis (Buttrick, 2013). The STEEPLED Framework helps researchers to conduct situational analysis and support firms to make further development decisions (Georgiadou et al. 2021). For conducting internal analysis, this study will also conduct SWOT analysis and TOWS analysis to help transform the diagnostic results into strategic, workable solutions (Chopra et al. 2025). Both SWOT and TOWS analysis tools are essential for conducting strategic planning and identifying the fittest ways to develop organisational performance to obtain competitive advantages (Maity et al. 2023). It is anticipated that with the implementation of TOWS and SWOT matrix, the study will be able to identify internal abilities and potential threats of the firm to adopt development. 
[bookmark: _Toc197615228]Analysis
[bookmark: _f6u7wg7tle6l][bookmark: _Toc197615229]STEEPLED Analysis of Adelphi Hotel's Decline
A STEEPLED analysis is vital due to its highlighting a number of pressures at an external level associated with affecting the Adelphi Hotel. It is helpful to grasp a set of obstacles beyond the management at an internal level. Such a vast viewpoint supports an informed way of making strategic decisions (Sorooshian et al., 2016).
	Social
	Reaction of the public on social media platforms or online reviews is vital for a hotel’s reputation, with more than 50% of Europeans considering online reviews before booking an accommodation (Hinton and Richter, 2022). The Adelphi hotel confronted an external threat from the public afterwards, receiving a zero rating for hygiene of food. The death of Chloe Haynes in 2022 reduced trust, along with making headlines at a national level (Humphries, 2023).

	Technological
	Utilising smart forms of systems, considering cleanliness and the experience of guests is vital. These can be the usage of Marriott’s mobile-based controls of the room. Adelphi’s failure to adopt such tools makes it present outdated and unsafe. 73% of hotel guests prefer a digital check-in and technology based on safety (Oracle, 2022).

	Economic
	An increase in wages and costs related to food and beverage and utilities caused an impact on the hospitality industry's profitability, with inflation hitting 2% (Rice, 2024). Hence, it can be difficult for hotels such as Adelphi to implement advanced measures related to hygiene and overall safety, considering service-related wages and materials.

	Environmental 
	Awareness related to a sustainable approach to hospitality is growing significantly. Considering 2024, more than 80% of travelers around the globe expressed the vitality of sustainable travel (Statista, 2025). Hence, as a positive aspect, it can be an opportunity for Adelphi to consider sustainability-related options to enhance its trust and revenue at a certain level.

	Political
	The Liverpool City Council is investigating two separate incidents associated with a serious form of harm to guests. This can raise the threat of a regulation-based action or a forced form of closure.

	Legal
	Public safety and hygiene are major aspects in a hospitality-related business. The death of a guest and complaints regarding safety could tend toward a number of legal claims (Humphries, 2023). This could damage finances and credibility. A number of issues in the hygiene of food showcase a failure for Adelphi to fulfill a set of vital standards regarding health.

	Ethical
	A number of ethical standards of hotels include a prioritisation of safety. A fatality and investigations indicate a systemic form of neglect. The lack of transparency from Britannia Hotels (Owner of the Adelphi Hotel) creates mistrust.

	Demographic
	Millennials and Gen Z are the majority of travellers around the globe. More than 90% of such individuals prefer hygiene to staying at hotels (Starkov, 2020). Adelphi witnesses a struggle to appeal to them. Competitions such as Pullman and Hilton are capturing the city’s premium population.


Table: STEEPLED analysis
(Source: Self-developed) 
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[bookmark: _hxct3kcbt1z][bookmark: _Toc197615231]Food Hygiene Issues
Impact
The most recent allegation against the reputation of Adelphi Hotel was witnessed during the nomination of the Food Standards Agency (FSA) for a zero rating, considering the hygiene of food. This is the lowest rating possible (Thorp, 2024). This indicates the requirement for an action at an immediate level. The goal is to pay attention to a set of major issues related to the management, handling, and cleanliness of food. This influences the hotel's capability to operate in alignment with regulations related to health and safety in a direct way. 
The FSA’s zero rating may discourage a number of potential customers from booking the hotel in a direct way. This can reduce rates of occupancy and income. Consumers have an enhanced probability of avoiding a number of places associated with a negative reputation. This is due to the growth of focus on hygiene and safety, specifically after the pandemic (Statista, 2025).
[image: ]
Figure: Adelphi’s negative reviews
(Source: TripAdvisor, 2025)
Causes
The poor rating indicates that the hotel's management or its owners have not implemented a sufficient set of regimes for the safety of food. The major concerns raised in the report related to inspection indicate a problem in the handling of food, considering storage to cooking. The ratings of hygiene in the past indicate the persistence of the issue over time, along with the lack of improvements in a sufficient way, with 2 out of 5 in 2022 and 1 out of 5 in 2021 (Thorp, 2024).
[bookmark: _ogcwhp6i05h7][bookmark: _Toc197615232]Unwanted Incidents Due to Negligence in Services
Impact
The tragic death of Chloe Haynes has heightened the concern of public regarding the standards of safety at the hotel. She was killed by a wardrobe in her room. The incident has tended toward two investigations by the Environmental Health Department of Liverpool City Council. Loss of trust, enhanced scrutiny, and potential lawsuits could damage the hotel in a financial way. 
The hotel could witness a decline in bookings. This is due to the probability of customers avoiding staying in a hotel associated with a fatal incident (Bona, 2020). This reduces its income from both the local and international guests. Apart from these, the hotel may confront a number of expensive legal actions, claims related to insurance, and settlements.
Causes
The incident indicates the hotel’s inability to inspect or maintain its rooms and furniture in a regular manner. The goal is to ensure their safety. It raises a number of questions regarding the commitment of the hotel to the safety of guests and the absence of a sufficient set of protocols regarding the management of risk. 
[bookmark: _tzdldwv8b3k6][bookmark: _Toc197615233]Management and Operational Issues
Impact
The negative ratings in a repetitive way and incidents indicate a set of problems within the operation-based structure of the hotel. The failures in the maintenance of cleanliness, standards regarding safety, and the hygiene of food indicate a systemic form of operation-based inefficiencies. These can compromise the quality of service and the satisfaction of guests.
The existing set of standards related to operations showcases outcomes in the form of a poor experience for guests. This can tend toward a low level of business in a repeated form, a high number of negative reviews, and a reduced number of bookings (Kim and Kim, 2022). These factors will keep reducing the potential income of the hotel in a consistent way unless the consideration of a major form of modification in operation. 
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Figure: Online reviews considered before booking hotels
(Source: Hinton and Richter, 2022)
Causes
The hotel has been underperforming for a number of years. The lack of an effective approach to leadership has prevented improvement. Britannia Hotels’ management has not invested in the modernisation of the hotel or paid attention to a number of operational inefficiencies. Operational issues in the form of safety of food and maintenance may be worsened by a lack of investment in the property, training of staff, or infrastructure. 
[bookmark: _f1g1m7j4xhnp][bookmark: _Toc197615234]SWOT Analysis
Conducting a SWOT analysis is vital in this context due to its capability to provide a neat and balanced overview of the current position of the Adelphi Hotel. The SWOT framework additionally highlights a set of areas. A majority of the focus has been on a set of negative issues in the form of poor hygiene and damage to reputation. Hence, a SWOT analysis is helpful for consultants to spot both obstacles and opportunities to form a number of strategic recommendations (Benzaghta et al., 2021).
Strengths
The Adelphi is a Grade II-listed Edwardian building. It combines a traditional approach to style with a modern approach to comfort, aligned with its internal infrastructure (Britannia Hotels, 2025). The brand reputation associated with its parent hotel chain, Britannia Hotels, is helpful for the inflow of travelers both domestically and internationally. The hotel obtains benefits from being at the centre of Liverpool, associated with visitors’ increase by around 4 million from 2022 to more than 60 million (Liverpool City Region, 2024).
Weaknesses
The standards regarding hygiene of the Adelphi have dropped in a sharp form. This is associated with a rating of 0 out of 5 by the Food Standards Agency in 2024. This indicates the requirement for improvement at an urgent level. Reviews highlight a poor level of cleanliness, an outdated décor, and an inactive range of service. The hotel is ranked at 108 of 111 in Liverpool on TripAdvisor (2025).
Opportunities
Digitalisation and IoT in the hospitality industry are witnessing growth, considering that the majority of the tourists belong to millennials and Gen Z. For instance, 73% of individuals show a preference to utilise an app to open the room’s door (Statista, 2025). Hence, collaborating with a number of boards of tourism or trusts could be helpful for funding, considering such implementation or other modernisation.
[image: travel survey]
Figure: Modernisation in business model
(Source: Oracle, 2022)
Threats
Unwanted incidents and hygiene-related issues have already become major threats to conducting business due to lower footfall and revenue. Hotels such as Hilton are staying ahead, considering an impeccable range of services, advancements, and online reviews (TripAdvisor, 2025). Eventually, negative feedback in a repetitive way threatens the trust and credibility built over the years.
[bookmark: _88pywfu9ed87][bookmark: _Toc197615235]TOWS Matrix
A TOWS analysis is vital due to its capability to convert the viewpoints from the SWOT analysis into a practical and actionable form of strategies. This can be helpful for the hotel to overcome its obstacles, along with moving toward improvement. Such an analysis aligns the strengths and weaknesses of the hotel with external opportunities and threats. This can offer a structured approach for the development of strategies in the future.
	TOWS
	Opportunities
O1: Growth in digitalisation in hospitality 
O2: Funding through tourism or heritage-related partnerships
O3: Millennial and Gen Z trends
	Threats
T1: Potential competitors with better service
T2: Reputational damage and lost trust
T3: Loss of revenue from fewer bookings

	Strengths
S1: Historic Grade II-listed building
S2: Strong brand of Britannia Hotels
S3: Central Liverpool location
	Strengths-Opportunities (SO)
The Adelphi can capitalise on its heritage listed as Grade II and central location at Liverpool (S1) through the features related to smart rooms (O1), associated with 73% of individuals’ preference (Statista, 2021). It can additionally utilise the recognition of Britannia Hotels (S2) along with Liverpool’s growth in tourism (O2) to form a partnership with the boards of tourism and trusts related to heritage. 
	Strengths-Threats (ST)
The hotel can differentiate itself from competitors such as Hilton and Pullman (T1) through the promotion of its historic appeal and authentic experience for guests (S1). The Adelphi can utilise the influence of its parent company (S2) to implement a campaign related to recovery and rebranding (Krizanova et al., 2019). The goal is to manage a set of reputation-based risks due to a poor form of reviews and concerns regarding safety (T2).

	Weaknesses
W1: Poor hygiene rating
W2: Outdated décor and low service quality
W3: Negative incidents and reviews
	Weaknesses-Opportunities (WO)
The Adelphi should respond to its failures in hygiene and an outdated form of décor (W1). This can be achieved through investment in upgrades of rooms, along with adopting a digital environment (O1) to fulfill the expectations of guests (Mahdi and Esztergár-Kiss, 2021). It can additionally introduce improvements in the quality of service (W2) through the training of staff and partnerships with a number of colleges or programmes related to hospitality. The goal is to serve the growing number of visitors to the city in a better way (O2).
	Weaknesses-Threats (WT)
The hotel must pay attention to its violations of the safety of food and a set of poor hygiene-based ratings at an immediate level (W1) through the implementation of a strict set of protocols regarding health. The goal is to prevent the existing damage to its reputation (T2). Apart from these, it should make the modernisation of its facilities a priority (W2) to stay competitive (T1) (Clarke, 2020).


Table: TOWS Matrix
(Source: Self-developed)
[bookmark: _Toc197615236]Recommendations and Change Management 
To address the pressing safety, hygiene, and maintenance concerns at the Britania Adelphi Hotel in Liverpool, a comprehensive change management strategy is essential to implement the previously recommended measure, which requires meticulous planning, engagement of the staff and continuous evaluation to ensure seamless transition and sustainable improvement (People Management, 2025). 
[bookmark: _Toc197615237]Change management implementation plan
[bookmark: _heading=h.yw7xezhmsxwl][bookmark: _Toc197615238]Recommendations
[bookmark: _Toc197615239]1. Implementing a comprehensive pest control and Hygiene management program
The hotel has a history of food hygiene violations, including a zero rating from the Food Standards Agency (FSA) and a fine for breaching regulation, which requires implementation of comprehensive pest control and hygiene maintenance programs. Engaging professional pest control services is significant by partnering with certified pest control experts to conduct thorough inspections and establish regular treatment schedules (World Health Organization, 2020). It is important to conduct staff training to train all the employees and identify the science of pest activity, understand sanitation protocols, cleaning routines during food preparation and storage and follow reporting procedures. Regular refresher courses and visual aids such as checklists and posters can reinforce these practices. Development and implementation of SOPS for pest control includes detailing of the responsibilities, response protocols, reporting mechanisms and so on (Lissenden et al., 2021). 
Change management strategies: 
· To implement the pest control and hygiene management programme, it is necessary to involve employees to develop stringent hygiene protocols and foster ownership to reduce resistance (Morrison III et al., 2019). The hotel should enhance employee engagement to facilitate change.
· With clear and transparent communication, by employing Lewin’s 3-step change management model, it is possible to explain the reason for enhancing hygiene measures, emphasising the safety of the guest and regulatory compliance, the hotel can reach to goal.
· A better feedback mechanism, establishing channels for the staff, can voice the concerns and ensure continuous improvements and staff buy-in (Hubbart, 2022).
[bookmark: _Toc197615240]2. Undertaking a comprehensive renovation with a maintenance overhaul
The tragic death of a guest due to the wardrobe's collapse highlights the failure to maintain safe furnishings and infrastructure. The guest review frequently mentions the outdated decor along with unsafe furnishing and malfunctioning facilities, which indicate the need for significant renovation and maintenance efforts. Conducting a structural audit is important to engage the structural engineers to assess the integrity of the building, along with identifying areas that require urgent attention (Murianka and Ireri, 2024). The hotel can update the furnishings and fixtures along with the amenities to meet the contemporary standards and ensure the comfort of the guests significantly. Upgradation of safety features through the installation of modern safety equipment, such as sprinkler systems, smoke detectors, and secure fittings, can enhance guest safety. Regular maintenance schedules with implementation of a proactive maintenance plan can address wear and tear promptly (Ewin and Oye, 2025).
Change management strategies: 
· The company need to engage employees in the renovation planning process. Considering that employee engagement includes the input of employees on operational improvements (Kotter, 2012).
· Offering training and development of the employees by employing Kotter’s 8-step change model, including new equipment and safety protocols to ensure staff are prepared for the updated facilities.
· Phased implementations include scheduling renovations in phases to minimise disruption to operations and allow staff to adapt gradually (Macek, D. and Vitásek, S., 2024).
[bookmark: _Toc197615241]3. Establishment of transparent communication and Guest Feedback mechanisms
The reputation of the hotel has suffered due to multiple negative reviews from customers, the media and residents. Comments on social media reflect widespread condemnation while further damaging the image of the hotel. The implementation measures include the development of guest feedback systems to provide feedback and ensure their concerns are heard and addressed properly. Enhancing staff training for upskilling improves empathy, responsiveness and problem-solving skills of the employees (Lakshmi et al., 2024). The hotel can regularly communicate the steps that need to be taken to address the past shortcomings and demonstrate a commitment to improvement. Engaging with online reviews can alleviate monitoring and responding constructively (Subramaniam et al., 2011). The company can monitor and respond to the online reviews to show potential guests certain values offered by the hotel, considering the feedback and possible options for necessary changes.
Change management strategies: 
· Encouraging staff to take ownership of guest interaction is beneficial for practical changes (Chen et al., 2020). The hotel can facilitate change by offering authority and tools to resolve issues effectively.
· Using the ADKAR Model, continuous improvements using guest feedback can identify certain areas for improvement, involving staff in developing and implementing solutions. 
· Recognition and rewards of staff contribution reinforce positive staff behaviours (Montani et al., 2020). This impacts the satisfaction of the guests. 
[bookmark: _heading=h.uhmsltjgod3g]
	Recommendations
	Implementation steps
	Timeline
	Responsible parties
	Key considerations

	Implementing a comprehensive pest control and Hygiene management program

	· Engaging professional pest control services with certified pest control experts
· Conduct staff training (Feeney et al., 2022)
· Development and implementation of SOPS for pest control 
	5 months
	· Operation manager
· Head chef
· Housekeeping supervisor
	· Compliance with Food Standards Agency (FSA) regulations
· Staff adherence to new hygiene protocols
· Guest satisfaction regarding cleanliness

	Undertaking a comprehensive renovation with a maintenance overhaul

	· Conducting a structural audit
· updating the furnishings, fixtures and amenities
· Upgradation of safety features through modern safety equipment
· proactive maintenance schedule
	12 months
	· Facility manager
· External contractors
· Safety compliance officer
	· Budget allocation and cost management
· Minimising disruptions to guests during renovations
· Ensuring compliance with safety standards

	Establishment of transparent communication and Guest Feedback mechanisms

	·  development of guest feedback systems (Saxena et al., 2023)
· Staff training for upskilling
· regular communication of the steps to address past shortcomings, and demonstrate a commitment
· Monitor and respond to the online reviews
	6 months
	Guest relations manager
IT supports the Team
Training coordination
	· Staff responsiveness to guest feedback
· Continuous improvements based on feedback
· Enhancing the public image of the hotel


Figure: Change management implementation plan
(Source: Developed by the learner)
[bookmark: _heading=h.xingo9rdphd8][bookmark: _Toc197615242]Evaluating the Impact, Benefits, and Costs of Hotel Improvement Strategies
Due to heightened competition and the desire to enhance client satisfaction, the selected hotel must be proactive in addressing issues within operations. This is true as the three proposed recommendations, including pest control and hygiene management program, full renovation and maintenance, and communication and guest feedback require a systematic approach in terms of the strategies to be taken and the assessment tools to be used. Here, strategies for evaluating success for each are described, the benefits that the hotel is likely to accrue from each and the costs likely to be associated with the hotel, its size and income.
1. Pest Control and Hygiene Management Program
Measurement of Success:
 For the efficacy of this initiative, the hotel should:
· Track Pest Sightings: Develop a log book where all sightings reported by the guest and or by the staff will be recorded (Shih and Chen, 2017). That is why a decrease in the number of consumer complaints over the first six months will give positive signals that the adopted strategy is effective.
· Review Public Health Inspection Scores: They need to check for any changes or new updates when it comes to outcomes of inspection by the local authority on the hotel. Improved cleanliness ratings suggest success (Hassan et al., 2024).
· Guest Review Analysis: Conduct surveys or use applications such as TripAdvisor to know when customers converse about cleanliness or pest issues (Li et al., 2020). Any decrease in negative mentions will go a long way in confirming the success of the program.
Expected Benefits:
· Improved Guest Satisfaction: Cleanliness is usually among the critical factors used to determine if the guest will return or leave positive feedback (Singgalen, 2024). It is easy to notice that a pest-free and hygienically clean environment has a positive impact on the brand image.
· Legal Compliance: Health and safety compliance prevented fines, closures or any bad reputation from appearing to the public’s eye.
· Operational Continuity: Minimising infiltration of major pest intrusions helps to prevent interruption to service, food preparation, and public common areas.
Estimated Costs:
· The first general pest inspection and chemical treatment: £1,500
· Monthly follow-up treatments: £250
· Hygiene audits for facilities and training for the personnel: £1,000
· Annual Total: Approximately £4,500
2. Comprehensive Renovation and Maintenance Overhaul
Measurement of Success:
To determine the effectiveness of renovations and maintenance updates:
· Occupancy Rate Analysis: Comparison of booking data before the renovation of this hotel and after the renovation can be presented in the following manner. Higher occupancy is another sign of a successful lodge through addition, particularly in other low periods of the year (Gozaly, 2017).
· Reduction in Complaints: Tracking of complaints related to the track’s maintenance from the front desk records. A reduction indicates operational improvements (Johnson, 2005).
· Guest Satisfaction Surveys: The main activities include: rating the critical factors – room condition, facilities and comfort. To achieve a successful target, ratings of 4+ out of 5 are targeted.
Expected Benefits:
· Revenue Growth: It can increase the room rates by 10-20% thus improve the room rates since it is in a strong position to do so without much affecting the occupancy level.
· Asset Preservation: Periodic maintenance will cost less money as compared to when the structures are damaged for long and will thus require major repair work (Chan et al., 2020)
· Enhanced Brand Appeal: It is tangible for a modern, well-maintained structure to make such a good first impression on guests and produce positive word-of-mouth marketing.
Estimated Costs (for a 30-room hotel):
· Room refreshment (touched-up at £6,000 per room): £180,000
· Lobby and common area upgrades: £50,000
· HVAC and plumbing system upgrades: £30,000
· Minor exterior improvements: £20,000
· Total Renovation Budget: Approximately £280,000
For the purpose of financial viability, this could be done in phases over three to five years, to which business upgrading loans/ grants could be sought.
3. Transparent Guest Communication and Feedback Mechanisms
Measurement of Success:
This can be done through the identification of the following performance indicators of success in this domain:
· Feedback Engagement Rate: Undertaking more post-stay surveys or guest reviews shows improved engagement of the guests during their stay.
· Resolution Efficiency: Record the response time to issues on average. The target and expectation should be to address at least 90% of the complaints on the same day that they are filed (Whittington and Molloy, 2005)
· Repeat Guest Metrics: A 5-10% increase in the rates of returning guests is evidence of increased satisfaction and client loyalty (Bardukova, 2023).
Expected Benefits:
· Real-Time Service Recovery: This effectively eradicates poor experiences from the side of the guests and can even turn around a guest who has posted negative comments on social media (Buhalis and Sinarta, 2019).
· Data-Driven Improvements: It is important that feedback is carried out continuously in order to enhance management decisions that pertain to staffing, amenities, and services.
· Reputation Management: Both aspects create a positive image of the brand, establish credibility and make the acquaintance with their offers more accessible, which results in higher booking numbers (Perez-Aranda et al., 2019).
Estimated Costs:
· Digital feedback subscription service (e.g. TrustYou, Revinate): £3,000 per year
· Front-desk staff training: £1,000
· Analysing and upgrading the Customer Relationship Management (CRM) system: £5,000
· Annual Total: Approximately £9,000
Final Assessment and Recommendation
As such the hotel must assign about a quarter to reviewing each of the strategies in order to achieve steady good performance. There are several data which should be revised and they include the following;
· Guest satisfaction scores
· Occupancy rates
· A monthly maintenance and pest control register
· Returning customers and their experiences
Increased credibility could also be achieved through contracting an independent auditing company once a year during which would cost £2,000 – £3,000. Even though the total investment seems impressive, especially in the renovation category, a phased approach is possible, and such government collateral programs as the Hospitality Recovery Loan Scheme from the UK can be beneficial for a mid-level hotel with decent revenue.
[bookmark: _Toc197615243]Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budge

	1
	Poor pest control as wella  sthe  hygiene standards
	Implement a robust Pest Control and Hygiene Management Program, including regular inspections, monthly treatments, staff training, and customer review monitoring.
	Improved public health ratings, fewer guest complaints, higher customer confidence, and enhanced reputation.
	6 months
	01/11/2025
	£4,500 annually

	2
	Outdated and deteriorating facilities
	Conduct a comprehensive renovation and maintenance overhaul, starting with guest bathrooms, communal areas, and dining facilities. Include  that of the modern fittings and safety upgrades.
	Enhanced guest satisfaction as wella  sthe  safety, reduced maintenance-related complaints, increased repeat bookings.
	9 months
	01/03/2026
	£150,000

	3
	
	



	Ineffective communication and feedback response



	Install a digital feedback system in teh various  key areas and on the hotel website. Train staff to respond and resolve complaints promptly.
	Better guest engagement, quicker resolution of issues, improved a swell a sthe  online reputation and rating.
	3 months
	15/09/2025
	£10,000


[bookmark: _462lvfirychu][bookmark: _Toc197615244]Conclusion 
Therefore, it can be concluded that  this report has addressed the critical safety and maintenance concerns currently facing the Britannia Adelphi Hotel in  the city og Liverpool. By comparing the demanding situations, especially in the areas of pest manipulate, facility situation, and guest communication, it has turn out to be obtrusive that the resort needs to take proactive steps to restore its popularity, ensure regulatory compliance, and beautify guest satisfaction.
The implementation of a Pest Control and Hygiene Management Program is expected to be a price-effective but impactful intervention. By tracking pest sightings, reviewing inspection reviews, and analysing visitor feedback, the resort can establish a cycle of continuous development in cleanliness. The expected benefits encompass stepped forward client agree with, prison compliance, and uninterrupted operations in public and food education regions, desirous about an annual funding of approximately £four,500.
Secondly, the report recommends a Comprehensive Renovation and Maintenance Overhaul. This would focus on that of the  most visibly outdated and complaint-generating areas, ink visibly previous and complaint-producing areas, which includes bathrooms, communal areas, and restaurant facilities. An upgrade of this scale now not best improves the visual and functional requirements of the hotel but additionally reinforces purchaser perceptions of quality and care. Although requiring a bigger prematurely investment, the long-time period benefits—greater guest retention, reduced negative critiques, and extended market competitiveness—make it a strategic priority.
Lastly, Communication and Guest Feedback Systems must be well  modernized to build a more responsive as well as the   tourist centred form of the service culture. A virtual comments mechanism will assist the lodge benefit real-time insights into guest needs and troubles even as equipping body of workers with tools to solve them successfully. This technique promotes transparency and guarantees guests feel heard, ultimately influencing their probability to go back or suggest the hotel.
Collectively, these strategies are designed to bolster the inn's operational resilience and brand value. By aligning investments with cantered consequences—namely, compliance, delight, and carrier great—Britannia Adelphi Hotel can reposition itself as a depended on and alluring vacation spot in Liverpool’s competitive hospitality sector.
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