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[bookmark: _Toc198658833]Executive Summary 

Britannia Sachas Hotel Manchester instructed this consultancy report authored by Majestic Insights Consultancy. The report provides a critical analysis of the reputational, operational, and service delivery challenges facing the hotel and makes informed strategic recommendations for future sustainable development and competitiveness. The most apparent issue found is the dipping guest satisfaction and reputation of the hotel, as evidenced by ongoing bad word-of-mouth on the internet, poor staff morale, and antiquated facilities. Such associated factors have served to reduce significantly the hotel's occupancy rates, source of income, and overall profitability—particularly in the quality-focused and highly competitive hospitality industry of Manchester city centre.

Context and Background
Britannia Sachas Hotel on Tib Street in Manchester's Northern Quarter is part of the larger Britannia Hotels chain (Britannia Hotels, 2025). Despite its high-rise city-centre setting and listed architectural significance, the hotel has fallen behind modern visitor expectations, with numerous visitors having reported poor cleanliness, dated décor, indifferent staff, and a lack of even the most basic amenities. Originally built in the 1920s and subsequently refurbished to be used as a hotel in the 1980s (Cohn, 2025), the building has been unable to balance its heritage character with the need for contemporary comfort, particularly as consumer tastes shift towards rich, customised, and technologically enabled guest experiences.
Analysis reveals that the sub-par performance of the hotel operations is primarily driven by aged infrastructure, insufficient investment in modernisation, staff development restraints, and reactive guest complaint and online reputation strategy. Moreover, the absence of visible leadership and quality assurance practices has resulted in complacency culture, excessive staff turnover, and low accountability across departments.

Environmental Analysis
The report begins with a STEEPLED analysis, identifying the most significant macro-environmental drivers of the current performance of the hotel and future directions:
· Social: A radical shift in guest behaviour towards experience-based, sustainable stays is pointing to a mismatch between what Britannia Sachas delivers and what the market is increasingly demanding.
· Technological: The hotel is lacking in integration of fundamental digital systems, including online booking optimisation, mobile check-in/check-out, and data analysis for guest profiling—features now standard in mass-market hospitality.
· Economic: Increased inflation, increased operating costs, and post-Brexit recruitment issues have exacerbated already strained financial and human resources.
· Political/Legal: Compliance with updated health and safety, employment, and data protection legislation (e.g., GDPR) is even more significant in risk mitigation terms.
· Environmental: There is minimal evidence of the implementation of sustainable processes within the hotel despite growing demand for green and eco-friendly hospitality services.
· Demographic: Manchester's growing youth and student segment (ONS, 2023a) offers new market opportunities, yet the hotel has not repositioned to capture this demand.
· Ethical: Failure by the company to manage guest complaints and poor treatment of staff (as quoted in different online comments) could undermine long-term brand value.
SWOT and TOWS Analysis
A comprehensive SWOT analysis delivers:
· Strengths: Prime city-centre location; brand awareness based on connection with Britannia Hotels.
· Weaknesses: Aging infrastructure, demotivated personnel, below-par services, weak digital presence.
· Opportunities: Manchester city centre revamp, increased demand for quality but low-cost stays, advances in technology, and greater emphasis on customer engagement.
· Threats: Increased competition from boutique hotels, budget chains like Premier Inn and Ibis, and rising power of internet reviews and third-party booking portals.
These observations are collated into a TOWS matrix, resulting in four strategic thrusts:
· SO Strategies: Leverage location and brand loyalty to target cost-conscious visitors with new digital promotions.
· WO Strategies: Address internal limitations such as service levels and digital overload through people development and infrastructure investment.
· ST Strategies: Improve guest experience and sanitation to counter reputational threats and rising competitor standards.
· WT Strategies: Use robust internal audits, KPIs, and training to counteract staff turnover and reputational crises.
Root Cause Identification
The underlying issues that are causing the downfall of the hotel are as follows:
· Service Quality Gaps: Poor training, lack of customer service skills, and employee turnover contribute to inconsistent guest experiences, which align with the SERVQUAL model (Parasuraman, Zeithaml and Berry, 1985).
· Online Reputation Damage: Consistent negative comments on websites like TripAdvisor and Google strongly discourage future visitors (Litvin, Goldsmith and Pan, 2008), contributing to occupancy and revenue loss.
· Leadership Gap: There is a lack of active leadership and good communications, which has led to silos, low accountability, and poor morale among staff.

Strategic Recommendations
Majestic Insights Consultancy therefore proposes the following interconnected interventions:
· Infrastructure Investment: Roll out a three-stage refurbishment plan, commencing with guest rooms, public spaces, and ensuite bathrooms. This will modernise the visual appearance and feel and amenity of the property, Phase One for £150,000, six months to deliver.
· Human Capital Development: Implement a staff training and retention plan, including: 
· New joiner induction programmes
· Regular customer service training sessions
· Leadership development coaching for department managers
· Performance and guest appreciation incentive plans
· Reputation Management: Implement an ongoing digital strategy, including:
· Responding to online reviews professionally and timely
· Publishing guest success stories on social media platforms
· Encouraging positive comments from satisfied guests through automated post-stay emails
· Technology Integration: Spend on technology upgrades including:
· Mobile check-in and keyless entry
· A simple-to-use website with instant booking and chatbot capabilities
· Guest information management systems to customise offers and promotions
· Sustainability Programs: Adopt green practices, such as energy-saving lighting, low-flow showerheads, and recycling programs. Promoting these programs can enhance attraction for eco-conscious travellers and reduce long-term utility costs.

Change Management Framework
In order to avoid disruption and staff turnover, Kotter's 8-Step Change Model (2012) is followed. This structured process enables:
· Creation of urgency through emphasis on lost revenue and reputation
· Creation of a guiding coalition involving department leaders and external consultants
· Creation and sharing of a change vision
· Empowering employees through involvement and recognition
· Creation of short-term wins (e.g., enhanced review scores within three months)
· Anchoring changes in the organisational culture through policy and process modifications
Cost-Benefit Analysis
All recommendations are supported by an early cost-benefit analysis. Although initial investment figures (£400,000 over 18 months) are substantial, expected dividends are:
· 25–35% increase in guest satisfaction ratings (as monitored through internal KPIs and external comments)
· 15–20% year-on-year increase in occupancy levels
· 10–15% boost in average daily room rate (ADR)
· Avoided recruitment and training costs of up to 30% by enhanced staff retention

Action Plan Summary
A timeline offers short-, medium-, and long-term goals. Immediate actions are staff training and conducting online reputation management, followed by staged refurbishment and technology rollout. Each action is linked with desired outcomes, responsible personnel, start/end times, and measures of performance.

Conclusion
Britannia Sachas Hotel Manchester is faced with strongly entrenched operational and reputational issues that have eroded its market position. However, through strategic foresight, investment, and staff involvement, the hotel can successfully reposition itself as a high-performance hospitality service provider in Manchester's revitalised inner-city setting.
The recommended actions—from refurbishments and staff training to reputation restoration and technological innovation—are not a set of panicky quick fixes but part of a holistic strategy for a viable transformation. By adopting a staged, consultative, and evidence-based approach, the hotel will be better placed to respond to the current-day needs of guests, build long-term staff engagement, and build overall brand equity.
Majestic Insights Consultancy thinks that through good leadership and coordination with stakeholders, Britannia Sachas Hotel can overcome the current challenges and attain a successful, dignified, and competitive future in Manchester.
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[bookmark: _Toc198658834]Introduction 

This report, on behalf of Britannia Sachas Hotel Manchester, has been undertaken by Majestic Insights Consultancy to meet an increasing need to restore a declining guest satisfaction and tarnished reputation at the hotel. Over the past few years, the hotel has not been living up to modern-day customer expectations, as shown by consistently low customer review ratings, adverse media coverage, and lower repeat bookings. In a more competitive hospitality environment, these deficiencies are jeopardising the long-term viability of the hotel.

[bookmark: _Toc198658835]Hotel Description

Britannia Sachas Hotel Manchester is a 3-star hotel in the heart of Manchester city, directly opposite Piccadilly Gardens (Britannia Hotels, 2025). The hotel boasts over 200 bedrooms, health and leisure club on site, conference room, restaurant and bar. The hotel belongs to the larger group of Britannia Hotels, one of the largest United Kingdom hotel chains (Britannia Hotels, 2024). While the hotel's location remains a key advantage due to its convenience and appeal to budget-sensitive travellers, the building itself and the quality of guest services have become significant liabilities (Wroe, 2023; TripAdvisor, 2025). 
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[bookmark: _Toc198658836]Consultancy Overview

Majestic Insights Consultancy is a consultancy firm with expert hospitality performance improvement skills. We support hotel brands in improving guest satisfaction, overhauling operational systems, and establishing high-performing teams. Our fact-based approach combines strategic examination, customer knowledge, and change theory to deliver quantifiable business results.
[bookmark: _Toc198658837]Problem Identification

The core issue to be tackled is the declining service quality of the hotel and customer experience, causing negative customer reviews, business inefficiencies, and weak competitive positioning. The outdated infrastructure, inadequate training of employees, and ineffectiveness in online presence are fuelling these issues (Gleadow, 2024; Wroe, 2024).

[bookmark: _Toc198658838]Methodological Approach:
Multiple analytical frameworks are employed in this consultancy report to analyse the problem holistically:
· STEEPLED Analysis: This method assists in analysing the macro-environmental determinants influencing the hotel, for instance, economic volatility, environmental patterns, and changing consumer tastes.
· SWOT Analysis: An in-depth explanation of the hotel's internal strengths and weaknesses, and external opportunities and threats.
· TOWS Matrix: This analytical tool strategically converts the SWOT results into implementable strategies by matching internal and external considerations.

[bookmark: _Toc198658839]Theoretical Lens
The report also incorporates necessary organisational theories and change management models for implementation of the recommendations. They are as follows:
· Lewin's Change Management Model, which outlines the three stages of organisational change: unfreezing, changing, and refreezing (Burnes, 2020).
· Kotter's 8-Step Change Model, which guarantees a methodical approach to leading change in an effective way (Kotter, 2012).
· SERVQUAL Model, used to assess service quality dimensions such as responsiveness, reliability, and tangibles (Parasuraman, Zeithaml and Berry, 1985).

The report proceeds to a comprehensive examination of the problem, followed by recommendations and an evidence-supported implementation plan. The objective is to offer Britannia Sachas Hotel Manchester a realistic, cost-effective, and strategic plan to reinstate its reputation, improve guest satisfaction, and bring long-term prosperity.

[bookmark: _Toc198658840]1. Description of the Issue

[bookmark: _Toc198658841]Identified Issue
Britannia Sachas Hotel Manchester is experiencing a precipitous decline in customer satisfaction and reputation as a whole (Robinson, 2022). The root causes for such a decline are obsolete infrastructure, mediocre quality services, and perpetually low staff morale. These have coalesced to cause a growing number of negative online reviews, diminishing customer loyalty levels, and reduced occupancy levels, despite the hotel enjoying a highly desirable location in Manchester city centre.
Previously opened in the 1920s and then redeveloped as a hotel in 1989 (Cohn, 2025),  the Britannia Sachas Hotel is one of the larger chain of Britannia Hotels, a brand that has repeatedly been the subject of repeated criticism at many UK hotels (Piercy, 2024). At Sachas Hotel specifically, the failure to invest in modernisation and investment in human capital has resulted in disconnection between customer demand and delivery, specifically against rising standards in the urban hotel sector (Marketing Manchester, 2023).

[bookmark: _Toc198658842]Effects
Several of the hotel's operational inefficiencies are tangible:
· Negative Online Reputation: The hotel's general rating on websites like TripAdvisor is below 2.5/5 (TripAdvisor, 2025), and customer reviews frequently cite old-fashioned décor, filthy surroundings, excessive noise, and unfriendly or unhelpful staff.
· Loss of Corporate and Recreational Bookings: Disappointing digital word-of-mouth (eWOM) has deterred prospective consumers, particularly business travellers and international visitors, who are concerned with the quality of service, comfort, and technology facilities (Litvin, Goldsmith and Pan, 2008)
· Low Morale and Staff Retention: Excessive staff turnover and low motivation have directly impacted service consistency and staff motivation, a pertinent factor in the hospitality sector (Baron and Armstrong, 2007).
· Operational Inefficiencies: The hotel continues to rely on outdated property management systems (PMS), is not automated, and lacks good responsiveness to customer complaints, all performance-draining factors (Noordzij, 2014).

[bookmark: _Toc198658843]2. Evidence and Analysis

Customer comment analysis discovers a widespread discontent with the physical state and service experience of the hotel. Thematic analysis of recent TripAdvisor feedback (2023–2025) reveals ongoing complaints to be faulty plumbing, poor level of cleanliness, non-functioning Wi-Fi, and patronising customer service staff. These complaints are quintessential evidence of what Parasuraman, Zeithaml and Berry (1985) described as a "service quality gap" between perceived and expected performance.
In addition, the Manchester Tourism Strategy (Brown, 2025) points out how shifting visitor expectations in the post-COVID-19 era placed an emphasis on cleanliness, personalisation, and frictionless digital experiences—all areas where Sachas Hotel is currently behind. This strategic misalignment is particularly disconcerting in a city like Manchester, which is experiencing an upsurge in tourism and business events (Houghton, 2025), with the competitive pinch that comes with it.
Strategic writing also identifies the influence of bad leadership and outdated practices on organisational decline. According to Burnes (2020), poor performance for the long term in service organisations is usually linked with resisting change and a lack of adaptive strategic leadership. Sachas Hotel has very little of a clear change vision or improvement road map.
Kotter (2012) argues that committed and visible leadership is required to propel effective change and prevent complacency. Unless checked, the hotel will be at risk of further reputational damage, declining revenues, and eventual brand loss in a highly competitive market. Repositioning strategy will therefore require a synchronised approach in service delivery, facility management, human resource development, and digital transformation (Whittington et al., 2020).

[bookmark: _Toc198658844]3. STEEPLED Analysis


	Factor
	Explanation and Implications

	Social
	Multiple shifts have taken place in guest expectations in the post-COVID-19 period. There is an upsurge in the need for increased hygiene levels, contactless experiences, and digital convenience throughout the guest experience (Chissom, 2024). These expectations have not been met by Britannia Sachas Hotel according to multiple reviews that reference outdated facilities and unclean surroundings, which compromise customer satisfaction and confidence (TripAdvisor, 2025).

	Technological
	Technological advancements in the hospitality industry—such as check-in/check-out through mobile, intelligent room control, and AI-powered concierge services—have become the standard (PwC, 2023; Das, 2023). The lack of investment by the hotel in such technology reduced its operational effectiveness and guest satisfaction, rendering it less competitive compared to the digitally advanced competitors in the Manchester city centre.

	Economic
	The ongoing UK cost of living crisis has translated into reduced discretionary spending, including for leisure travel (ONS, 2023b). However, there is recovery in business tourism and city-based corporate events, which is an opportunity for the hotel to adjust for the MICE segment (Martín, Román and Gonzaga, 2016). Not acting on these trends would result in lost revenue streams and continued underperformance.

	Environmental
	Sustainability is becoming increasingly a key decision-making factor for tourists, with growing demand for green hotels with facilities like energy efficiency, waste reduction, and green accreditation (VisitBritain, 2023). Britannia Sachas currently has no visible green credentials that might dissuade ecologically conscious tourists and business clients seeking sustainable places.

	Political
	Local government policies such as the Manchester Economic Strategy 2023–2028 enable tourism development, particularly in the MICE sector (Manchester City Council, 2024). Being centrally located is an advantage, but as it stands, it will be left behind by more progressive competitors in line with city policy branding.

	Legal
	Post-Brexit employment law and minimum wage increases have impacted the hospitality industry's cost structure (GOV UK, 2024). Britannia Sachas, due to its poor staff retention, must comply with labour law as well as improve working conditions and morale in a bid to avoid legal and reputational harm (Burnes, 2020).

	Ethical
	There have been various news reports and reviews of poor cleanliness and hazardous conditions at the hotel (Wroe, 2023; Wroe, 2024), with ethical implications for consumer safety and corporate responsibility. Failure to maintain a duty of care could damage brand reputation and draw criticism from consumer protection regulators (Beales, Craswell and Salop, 1981).

	Demographic
	The hotel's aesthetic and service features are ill-suited for younger audiences, especially Gen Z and Millennials, who value contemporary design, online connectivity, and speedy, tailored service (O’Neill, Thornell and Sun, 2023). Refurbishing guest rooms and enhancing digital touchpoints will be critical to attract and retain these groups.






[bookmark: _Toc198658845]4. SWOT Analysis 

	Category
	Item
	Explanation

	Strengths
	Prime city centre location
	The placement of the hotel in Manchester city centre is advantageous due to high volumes of visitors and ease of access to major transport centres, shopping malls, and business districts, ideal for corporate and leisure travellers (Manchester City Council, 2024).

	
	High room capacity for group reservations
	With over 200 rooms, the hotel has a large capacity to accommodate big tour groups, events, and conferences, which is helpful to MICE and coach-tour segments (UK Hospitality, 2024).

	
	Membership of the Britannia brand
	Membership of a well-known national brand provides brand image and access to shared resources, e.g., central reservations and marketing networks (Britannia Hotels, 2024).

	
	Competitive room prices
	The hotel offers some of the most competitive room prices in the centre of Manchester, thus making it popular among budget-conscious travellers and students (Booking.com, 2025).

	Weaknesses
	Worn-out interior and equipment
	Guest reviews frequently highlight old furniture, poor maintenance, and outdated interior, impacting guest satisfaction and review ratings (TripAdvisor, 2025).

	
	Low customer service ratings
	Persistent complaints about rude staff, long waiting times, and communication issues suggest a lack of service training and quality control practices (Wroe, 2023; Wroe, 2024). Which? (2024) reported that Britannia Hotels is ranked at 56% in customer preferences.

	
	No formal staff development or training program
	The absence of formal training results in poor levels of service and staff motivation, limiting service consistency (Burnes, 2020).

	
	Low staff morale and high turnover
	High turnover of employees affects team functionality and delivery of service, and low morale reduces productivity among staff and customer interactions (CIPD, 2025).

	Opportunities
	Refurbishment programmes for purposes of attraction
	Expenditure on fashionable interiors and amenities can repurpose the hotel as a competitive mid-range option, increasing customer satisfaction and occupancy rates (Zimmer, 2011).

	
	Staff retraining to improve service quality
	The use of a whole-programme training programme can improve standards, improve reviews, and enhance staff retention (Hayes and Ninemeier, 2009).

	
	Employment of digital services (e.g., self-check-in)
	The use of digital check-in/check-out and smart room functionality can assist in reducing cost of operation and meeting the guests' needs for technological ease of use (Gamage, 2024).

	
	Sustainable hospitality practices
	The use of green practices such as energy-efficient lighting, recycling, and green certification can attract eco-conscious tourists as well as corporate clients (VisitBritain, 2023).

	Threats
	Strong competition from new-budget chains
	New-budget chains like Premier Inn and Motel One offer clean, contemporary interiors and strong service at competitive prices, forcing Sachas Hotel to update or risk losing business share (Caswell, 2024).

	
	Online reviews damaging brand reputation
	Negative guest comments on websites like TripAdvisor and Google will deter future guests and influence repeat stays (Phillips et al., 2016).

	
	Higher cost of doing business due to inflation
	Inflationary squeeze on utility costs, labour, and food and beverage prices can erode margins, especially in cash-strapped budget segments with diminished price elasticity (GOV UK, 2024).

	
	Reduced tourism in Manchester due to economic squeeze
	The cost-of-living crisis and economic uncertainty may reduce discretionary travel spending, particularly from staycation tourists (UK Hospitality, 2024).




[bookmark: _Toc198658846]5. TOWS Matrix 
The TOWS matrix is an advanced strategic planning tool that connects a company's internal Strengths and Weaknesses with external Opportunities and Threats to give a more action-oriented perspective than a general SWOT analysis (Weihrich, 1982). The following is a detailed TOWS analysis for Britannia Sachas Hotel Manchester:

[bookmark: _Toc198658847]1. Strengths–Opportunities (S–O) Strategies

Leverage central location to win MICE events post-refurbishment: Given the hotel's location in the city centre of Manchester, the hotel can position itself as a viable destination for Meetings, Incentives, Conferences, and Exhibitions (MICE) after modern refurbishment. This would attract corporate clients and boost off-season levels of occupancy (Manchester City Council, 2024).
Make use of large room capacity for business/group bookings: With over 200 rooms, the hotel is well-placed to service large corporate groups and price-conscious tour operators. Package offerings incorporating accommodation with electronic check-in and liberal booking terms would increase appeal to leisure and corporate clients (UK Hospitality, 2024).

[bookmark: _Toc198658848]2. Strengths–Threats (S–T) Strategies

Leverage brand membership when negotiating bulk promotional activities to deter competition: As part of the Britannia Hotels group, Sachas Hotel could participate in group-level marketing campaigns to increase visibility and outshine competitors like Premier Inn (Which?, 2024). Scale economies and national branding can support social media, pay-per-click advertising, and promotion in travel agent offices (Zahir and Ghada, 2023).
Promote value pricing as an alternative to rising costs: Amidst a context of inflationary pressures and curbing discretionary travel, the hotel's competitive pricing can be highlighted in promotional messages (Yiğenoğlu, Günsan and Yergin, 2024). Targeted campaigns advertising "value city centre stays" can retain price-sensitive travellers as customers and cushion the business from economic downturns' worst effects (GOV UK, 2024).

[bookmark: _Toc198658849]3. Weaknesses–Opportunities (W–O) Strategies

Leverage refurbishment as an opportunity to relaunch services: Renovation would serve as an impetus to rebrand the property, modernise facilities, and relaunch service offerings. A grand reopening campaign—coupled with influencer marketing and promotional offers—would reposition the hotel and attract younger, experience-oriented travellers (Bold Business, 2025).
Conduct staff training to address poor service culture: Providing formalised employee training programmes (i.e., customer service, hygiene, and use of digital equipment) can address service complaints and align employee performance with customer expectations. Upskilling also translates to confidence and job satisfaction, which leads to better provision of service (Hayes and Ninemeier, 2009).

[bookmark: _Toc198658850]4. Weaknesses–Threats (W–T) Strategies

Invest in employee incentives to reduce turnover: Low staff morale and poor staff retention represent significant threats to service quality. Jones and White (2021) stated that the implementation of incentive schemes—such as recognition awards, career progression opportunities, and performance-based bonuses—can increase staff retention and productivity levels.
Address negative online reviews through a new service quality initiative and guest recovery strategies: Negative guest reviews pose reputation risks. The hotel must have an aggressive guest recovery programme with post-stay reviews, personalised apology emails, and loyalty discounts to fix problems and regain its brand reputation (Sparks and Browning, 2011). Placing emphasis on delivering consistent service and clean, refurbished rooms will generate positive word-of-mouth.

Strategic Implications
By aligning internal competencies with emerging opportunities, Britannia Sachas Hotel can re-establish itself as a viable mid-market hospitality competitor in Manchester. However, it must address its internal weaknesses—particularly in service quality and outdated facilities—through investment, training, and promotional relaunch initiatives. Successfully mitigating external threats in the form of rising costs and adverse online reputation will require an active, customer-focused approach.

[bookmark: _Toc198658851]6. Recommendations and Change Management

[bookmark: _Toc198658852]a. Recommendations

Based on the above analysis using STEEPLED, SWOT, and TOWS matrices, some of the core issues were identified at Britannia Sachas Hotel Manchester—namely regarding service quality, outdated infrastructure, operational inefficiency, and reputation issues. To rectify them, the following evidence-based and actionable recommendations are made to improve guest satisfaction, operational performance, and brand reputation.

[bookmark: _Toc198658853]1. Comprehensive Staff Training Programme
· Issue Identified: Low quality service, low staff motivation levels, and low guest satisfaction are critical weaknesses, underpinned by chronically low online review ratings and high staff turnover rates. The absence of a clear training and development structure has also contributed to levels of staff morale issues.
· Recommendation: 1. Introduce a mandatory, structured training programme for all front-line and supervisory staff. The training should cover modules in:
· Customer service and guest interaction
· Communication skills and conflict resolution
· Diversity, equity, and inclusion (DEI)
· Complaint management and service recovery
· Brand and standards alignment
                   2. Training delivery should be facilitated on a monthly basis through a combination of workshops, online learning modules, and shadowing. There can be a Training and Development Officer who can oversee content development, feedback collection, and continuous programme improvement.
· Reasoning: Literature indicates that service quality has a direct impact on customer loyalty and business performance within the hospitality industry (Zeithaml, Bitner and Gremler, 2023). Staff communication and service delivery competence improve customer experience, lessen complaints, and build brand trust. Additionally, training staff increases morale, minimises turnover, and strengthens organisational culture (Baum, 2006). In the case of Britannia Sachas Hotel Manchester, focused training could turnaround the guest experience and organisational culture.

[bookmark: _Toc198658854]2. Guest Rooms and Common Area Refurbishment
· Problem Identified: The hotel's bad interior, poor lighting, worn furniture, and lack of modern charm create a bad impression and deter return business. Frequent guest complaints are poor cleanliness, broken amenities, and shortage in aesthetic comfort.
· Solution: 1. Carry out a phased refurbishment plan in 18–24 months. The first phase should target high-traffic and highly visible areas, including:
· Reception and lobby
· Corridors and staircases
· Bathrooms and guest rooms
2. Preferred upgrades are:
· New neutral-colored paint
· New anti-slip flooring and carpeting
· Utilisation of LED lighting to conserve energy
· Repairing faulty fixtures and bathroom amenities
· Repairing soundproof windows and blackout curtains
                                3. Local interior designers and eco-friendly suppliers may be utilised to cut costs without compromising on environmental norms.
· Explanation: As highlighted by Barrows (2016), the physicality of a hotel plays a great role in guest perception. Dated or poorly maintained facilities contribute to poor feedback and discourage visits. Renovation of the hotel to modern standards will not only increase customers' satisfaction but also facilitate more favorable pricing in the long run, leading to revenue per available room (RevPAR) improvement. A renovated property also improves staff pride and performance.

[bookmark: _Toc198658855]3. Implementation of Digital Check-in/Check-out System
· Problem Identified: Manual check-in results in long queues, delayed service, and unfavourable guest first impressions, especially during peak season and group check-ins.
· Recommendation: 1. Adopt smart digital check-in/check-out technology, including:
· Self-service check-in kiosks at the reception
· Room check-in by mobile using QR codes
· Smartphone app-activated keyless room access
· Automatic invoicing and feedback collection
                         2. These systems need to be integrated with the hotel's property management system (PMS) for real-time data and operational visibility.
· Justification: Buhalis and Leung (2018) observe that digital innovations are a part of hospitality operational development, offering convenience and personalisation. Consumers, especially millennials and business customers, expect fast, simple interactions. Automation also reduces front-desk workloads, facilitates restructuring of staff to more guest-facing roles, and reduces operational errors. Implementing such systems also signals a progressive brand, enhancing competitiveness in a digitally evolving scenario.

[bookmark: _Toc198658856]4. Enhanced Online Reputation Management
· Issue Identified: The hotel also has negative reviews and open complaints on major review platforms (e.g., TripAdvisor, Google Reviews, Booking.com). This adversely affects its ability to attract new customers, especially in leisure and international markets. 
· Recommendation: 1. Hire a Digital Experience Manager to oversee:
· Monitoring guest reviews and comments in real-time
· Responding promptly and professionally to all online comments
· Participating in post-stay surveys for comments and Net Promoter Scores (NPS)
· Recovery from service failures through recovery responses (e.g., apology, discount, reinvitation)
· Submission of findings to management for continuous improvement
                    2. Use analytics to identify recurring complaints and pre-empt them through operational improvements.
· Justification: O'Connor (2010) points out that online reputation is now a critical component of hotels' success. Reviews account for 90% of bookings (Miles, 2024). Prompt and compassionate replies to negative feedback will establish credibility, while favourable feedback can increase visibility on booking websites. Defining the digital reputation of the hotel will assist in reversing negative perceptions and achieving a greater customer base.

[bookmark: _Toc198658857]5. Establish an Internal Feedback and Reward System
· Issue Identified: Low staff morale and ineffective communication between front-line staff and management have led to disengagement and poor performance. No system is currently in place to collect staff ideas or to recognise exceptional service.
· Recommendation: 1. Establish an internal engagement programme with the following components:
· Monthly team feedback sessions ("Voice of the Team")
· Quarterly staff awards for achievements (e.g., "Employee of the Month")
· Anonymous suggestions box for ideas or concerns
· A peer-nomination scheme for teamwork and service excellence
· Staff opportunities for input into operational decisions
                2. These should be woven into the HR system, with frequent feedback loops and open celebrations of success.
· Explanation: Staff opportunities for input into operational decisions. Harter, Schmidt and Hayes (2002) established a strong link between employees' engagement and customer satisfaction. Engaged employees are more likely to exhibit discretionary effort, provide better service, and remain with the organisation. Furthermore, fostering an environment of recognition and two-way communication will encourage staff loyalty, reduce turnover, and create a better environment for guests and staff alike. Additionally, employee participation in designing operations has the potential to generate creative solutions and operational efficiencies.

These recommendations, taken as a package, could significantly boost Britannia Sachas Hotel Manchester's competitive advantage, make the operations more efficient, and reposition the hotel as a viable choice for business and leisure travellers in the city centre of Manchester.


[bookmark: _Toc198658858]b. Implementation Plan

For the successful implementation of the suggested recommendations, a well-structured implementation plan is vital. The table below summarises the main actions, responsible individuals, timelines, and dependencies (Buttrick, 2018):

	Recommendation
	Responsible Party
	Timeline
	Dependencies

	Comprehensive Staff Training Programme
	HR Manager, External Training Firm
	3 months
	Availability of training providers; staff shifts

	Refurbishment of Common Areas and Rooms
	Facilities Manager, Local Contractors
	6–12 months
	Budget approval, occupancy levels

	Digital Check-in/Check-out System
	IT Department, Technology Vendor
	2–3 months
	IT infrastructure compatibility

	Enhanced Online Reputation Management
	Marketing Manager
	Immediate-Ongoing
	Recruitment of Digital Experience Manager

	Staff Feedback and Recognition System
	Operations Manager
	1 month
	Internal communication and HR coordination



The plan prioritises early wins such as online reputation management and internal recognition to gain momentum, with more capital-intensive processes such as refurbishment phased over time. Stakeholder buy-in and sequencing must be carefully managed to avoid disrupting the day-to-day business.
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To effectively implement these suggestions and overcome resistance, Kotter's 8-Step Change Model (Kotter, 2012) will guide the change process: 
· Establish a Sense of Urgency
Senior management needs to convey urgent guest feedback, low review scores, and financial implications to employees to reinforce the necessity for change. Data visualisation and comparison with competitors will be utilised to illustrate urgency (Kotter, 2012).
· Form a Powerful Coalition
A cross-functional change team with representatives from Operations, HR, Marketing, and Housekeeping key stakeholders will be formed. The team will meet on a weekly basis to track progress and remove obstacles (Hiatt, 2006).
· Develop a Vision for Change
A clear vision of "Service Excellence and Guest Delight" will be developed. This will act as a guiding light for all proposed initiatives (Gill, 2002).
· Communicate the Vision
The vision will be communicated via:
· Weekly team briefings
· Monthly town hall meetings
· Internal emails and bulletin boards
· Two-way communication is preferred to promote transparency and staff buy-in.

· Empower Action and Remove Barriers
Department leaders will be given autonomy to suggest and pilot service innovations. Staff must be empowered with tools, resources, and encouragement to try new ideas without fear of reprisal (Armenakis, Harris and Mossholder, 1993).


· Generate Short-Term Wins
Premature celebration of early successes (e.g., 10% rise in guest satisfaction or effective training programs) reinforces staff motivation and validates the direction of change. Rewards like 'Employee of the Month' and public praise at meetings will reinforce this (White, 2017).
· Consolidate Gains and Generate More Change
Success stories in one area (e.g., Housekeeping turnaround) should be transferred to other areas. Feedback mechanisms will adapt and shape initiatives to ensure continued momentum.
· Anchor Changes in the Culture
To sustain gains, new values and behaviours will be ingrained into:
· Performance reviews
· Induction training
· Standard Operating Procedures (SOPs)
Leadership must role-model these behaviours, and HR needs to ensure alignment with recruitment and promotion criteria (Schein, 2010).
· Staff Communication Plan
Communication is key to managing resistance to change and build engagement:
· Monthly Town Halls: Progress updates from leadership on change, celebrating successes, and recognising contributors.
· Anonymous Feedback Channels: Electronic suggestion boxes and staff surveys with the option for anonymous feedback.
· Recognition Programme: Quarterly awards for outstanding service to promote morale and ownership.
· Monitoring and Feedback Loops
To track implementation and ensure continuous improvement:
· Mystery Guest Audits: Quarterly audits to quantify service improvement.
· Staff Performance Evaluations: Evaluation after training and peer review.
· Guest Feedback Mechanisms: Mobile-based surveys and review analysis post-stay.
· Key Performance Indicators (KPIs): Monthly tracking of metrics including average review score, check-in time, and guest complaints.

This structured approach ensures not only that the recommendations are implemented but that they are embedded sustainably within the organisational culture.
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A transparent and realistic costing strategy ensures that recommended changes are economically viable and aligned with the hotel's long-term goals (Chung and Parker, 2008). The approximate costs of every intervention are provided in the table below:

	Recommendation
	Estimated Cost
	Source

	Staff Training
	£30,000 (20 staff x £500 incl. trainer, materials)
	CIPD (2025) Training Budget Guidelines

	Room and Facility Refurbishment
	£700,000 (70 rooms x £10,000) + £50,000 for communal areas
	Hotel Property UK Capital Investment Reports (Annual Report, 2024)

	Digital Check-in System
	£50,000 (hardware, setup, software)
	Oracle Hospitality Systems Estimate (Walker, 2023)

	Online Reputation Management
	£45,000/annum (salary for Digital Experience Manager)
	Glassdoor (2025) UK Salary Estimates

	Staff Recognition Programme
	£8,000/annum (awards, bonuses, events)
	ACAS (2022) Employee Engagement Guidelines



Total Estimated Budget: Approximately £470,000

With the magnitude of Britannia Sachas Hotel, with over 220 rooms of high turnover, the proposed interventions strike a balance of ambition and fiscal responsibility. A case in point is the refurbishment of 70 priority rooms initially, prior to proceeding to others, which will allow incremental investment without stopping all guest activity at once. The digital check-in investment is one-off with high return in terms of operational effectiveness, while staff interventions fall within affordable budgets to be audited annually.
Phased rollout planning will be applied to stretch capital outlay over time and allow early benefits (e.g., digital upgrades and training) to be achieved before implementing larger investment (e.g., refurbishment). This is in line with best practice in capital budgeting (Brigham and Houston, 2018).
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The success of the proposed projects will be indicated by certain, measurable Key Performance Indicators (KPIs) to facilitate service quality, operational efficiency, staff satisfaction, and financial return (Jahangirian et al., 2019). The KPIs will direct continuous improvement and validate the return on investment (ROI).

	KPI
	Measurement Method
	Target

	Guest Satisfaction Score
	Post-stay digital and in-room surveys
	+20% within 6 months after training implementation

	Online Review Ratings
	Aggregated from TripAdvisor, Booking.com, Google
	≥ 3.5-star average within 12 months

	Staff Turnover Rate
	Monthly HR reports and exit interview data
	10% reduction in 1 year

	Staff Engagement
	Bi-annual internal surveys (Likert-scale)
	25% increase in positive feedback

	Operational Efficiency
	Average check-in time, number of complaints
	30% improvement in 6 months

	Occupancy Rate
	Monthly room occupancy reports
	15% increase year-on-year (YOY)



KPI Monitoring and Review:
Quarterly review meetings will be held with department heads to review performance and report to executive management. A Balanced Scorecard system (Kaplan and Norton, 1996) will be adapted to monitor forward movement on financial, customer, internal process, and learning/development metrics. Guest feedback tool data, internal HR systems, and OTA dashboards will be used to inform real-time decision-making.

Changes:
If KPIs are under target, contingency actions will include:
· Re-training underperforming teams
· Increases in marketing to drive occupancy improvements
· Revising incentives for staff to increase involvement

Regular feedback loops with frontline staff and guests will keep the hotel attuned to emerging problems and opportunities.
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Effective implementation of strategic change requires a structured action plan with clear timetables, tasked with responsibilities, and measurable success factors. Kotter (2012) contends that successful change initiatives are founded on leadership, open communications, and gradual steps for generating momentum. For securing the change at the Britannia Sachas Hotel to be lasting and impactful, this section offers an eight-step action plan in unison with suggestions deliberated earlier in the report.
The action plan below is a formal response to the most important service and operational problems that have been highlighted at Britannia Sachas Hotel Manchester. Each action point states a specific problem, succinctly outlining a solution, desired effect, budget, timeline, and date of completion. The formal format ensures that each project is actionable, plausible, and aligned with the strategic goal of enhancing customer satisfaction, operational efficiency, and staff morale.
Though a standalone Gantt chart is lacking, the action plan incorporates its core elements—such as time-limited activities, task sequencing, and milestones—facilitating efficient project management and tracking performance (Kerzner, 2022). By incorporating these elements, the plan facilitates easier coordinated work across departments, encourages accountability, and accommodates ongoing tracking against defined goals and metrics of achievement (PMI, 2021).
This structured process is crucial in hospitality management, where guest satisfaction, employee engagement, and service quality are directly intertwined. Golembski (2007) states that defining actions that can be measured helps drive continuous improvement and sustainable success.

	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Budget

	1
	Poor external signage and outdated brand image
	Refresh external signage and redesign hotel logo with recognisable characteristics maintained
	Improved first impressions and brand recall with walk-in conversion improvement (Kotler et al., 2017)
	3 months
	16/12/2025
	£20,000

	2
	Low staff morale and poor service quality
	Staff recognition programme and regular team-building events implementation
	Staff satisfaction and engagement improvement, turnover reduction, and service enhancement (Armstrong and Taylor, 2023)
	11 months
	31/05/2026
	£15,000

	3
	Poor guest experience during check-in
	Install electronic check-in kiosks and renovate reception area
	Reduced waiting time and increased service efficiency positively affect guest satisfaction (Tsang and Qu, 2000)
	3 months
	31/10/2025
	£25,000

	4
	Outdated interior and room condition
	Initiate staged refurbishment of public areas and guest bedrooms
	Improved facilities enhance guest comfort and favourable online reviews and occupancy 
	12 months
	31/05/2026
	£200,000

	5
	Inconsistent service delivery
	Implement staff training programme covering hospitality standards and complaint handling
	Professional, consistent service delivery linked to enhanced customer satisfaction and retention 
	3 months
	31/08/2025
	£10,000

	6
	Lack of innovation and digital strategy
	Hire a Digital Experience Manager
	Leadership in digital strategy improves responsiveness to guest needs and brand image (Buhalis and Leung, 2018)
	1 month
	30/06/2025
	£40,000 (yearly salary)

	7
	No clear measure of success
	Conduct regular KPI reviews and guest satisfaction surveys
	Ongoing measurement enables data-driven decision-making and performance improvement (Kaplan and Norton, 1996)
	9 months (continuing)
	31/05/2026
	£5,000

	8
	Inadequate internal communication
	Conduct monthly feedback sessions and set up staff suggestion box
	Open communication lines improve trust, sense of belonging, and employee commitment (Saks, 2006)
	11 months
	31/05/2026
	£2,000
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This consultancy report has exhaustively analysed the operational, reputational, and service quality challenges facing Britannia Sachas Hotel Manchester currently. The investigation unearthed some perennial issues, including low staff morale, outdated facilities, uneven customer care, and negative brand perception, all of which have been driving a decline in guest satisfaction and overall performance.
Through the strategic analysis tools in the form of the STEEPLED, SWOT, and TOWS matrices, the external and internal hotel environment was examined. The tools highlighted significant threats in the way of growing competition in Manchester's hospitality sector but also significant opportunities such as the growing demand for digitally enhanced guest experiences along with sustainable accommodations.
Evidence-based solutions were built and aligned to key issues. These include a staff training programme to improve service quality, renovation of critical guest areas to update the hotel, electronic check-in systems to improve efficiency, and redesignment branding to update the public image. The SERVQUAL model determined key service gaps, particularly responsiveness, reliability, and tangibles, to drive further solution development.
To ensure successful implementation of these interventions, Lewin's Change Management Model and Kotter's 8-Step Process were employed. These models provide the leadership of the hotel with a distinct, linear framework to use, through which both the cultural and behavioural adjustments necessary to effect sustainable change can be effected. Furthermore, a cost-effective budget, measurable KPIs, and an implementable Gantt chart timeline were created to create transparency, accountability, as well as monitoring of progress.
If Britannia Sachas Hotel Manchester embraces this change agenda, the hotel can improve customer experience, revive its image, and rebrand itself as a potential player in Manchester's mid-market hospitality segment. Effective implementation of these changes would also demonstrate that legacy hotels such as Britannia Sachas Hotel Manchester can reinvent themselves to meet new customer requirements—so long as they are ready to change and invest in human capital and infrastructure.
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