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[bookmark: _Hlk201326258]This report represents a comprehensive strategic analysis and set of recommendations for the Crowne Plaza Newcastle Hotel, to focus on resolving its financial instability and on improving operational resilience under a new public sector ownership, and to further enhance its competitive position in the hospitality industry. In light of recent developments, including the hotel’s transfer of ownership to Crossco Ltd due to financial issues, this report aims to guide the hotel through long-term growth and a path to sustainable recovery.
The Crowne Plaza Newcastle entered administration in 2025 after years of accumulating debt, amounting to over £40 million total. This was primarily due to multiple loans provided by the Newcastle City Council via the Clouston Group. Despite strong occupancy rates of 85-86%, the hotel still struggled significantly to meet its repayment obligations, which ultimately resulted in the sale of the hotel itself by administrations PwC to Crossco Ltd, a council-owned firm. The financial background represents the most significant challenge faced by the hotel, as the ownership transfer from private to public sectors has introduced concerns linked to the financial agility and flexibility and potential impacts on the customers and their loyalty.
Despite the challenges faced, the Council’s acquisition offers various opportunities to stabilise the business and ensures operational continuity. With the public sector taking ownership of the hotel, Crowne Plaza is offered opportunities for a foundation towards sustainable financial practices and rare access to government grants and further regional tourism investment. Nevertheless, the hotel’s financial and operational models are required to be updated to reflect new strategic goals and external factors and pressures which include inflation and rising operational costs.
A STEEPLED framework revealed critical external influences shaping the hotel’s operations:
· Economic: Inflation and rising wages remain major financial stress factors
· Political: Government loans and grants offer potential support, and also bring regulatory procedures
· Technological: Automation, Ai, and data analytics are changing guest expectations
· Environmental: Sustainability is now a major driver of consumer preference in hospitality
Through SWOT and TOWS analyses, strategies were identified by evaluating the hotel’s internal strengths and weaknesses in relation to opportunities and external threats:
· Strengths: Excellent location and robust facilities
· Weaknesses: Heavy debt and financial vulnerability
· Opportunities: Sustainable tourism trends and government regeneration funding with brand repositioning opportunities
· Threats: Market competition, uncertain public perception, and potential volatility in tourism economy
Three key strategic pillars form the core of the recommendations for Crowne Plaza Newcastle:
1. Financial Stabilisation through an FMS
To address the core issue of financial mismanagement and debt accumulation, the implementation of a financial management system (FMS) is essential. This management system will enhance the budgeting accuracy and optimise cash flow management in the hotel, helping to reduce financial errors and in the long-term help to repay any remaining debts or loans. This will also allow the City Council to monitor the hotel’s financial health in real-time and ensure transparent reporting and improved decision-making. Cost: £4,000 system purchase + £1,500 staff training.
2. Guest Loyalty through a CRM System
Due to the risk of alienating long-term guests with new management and ownership, the hotel must adopt a robust and fast-acting customer relationship management (CRM) system. The CRM will support further personalised guest experiences and monitor guest preferences. This will help automate loyalty initiatives which can help rebuild trust and increase return visits, with guests depending more and more on this specific brand. Cost: £3,000 annual subscription + £1,500 staff training.
3. Sustainability & Green Certification Activation
Crowne Plaza Newcastle holds a ‘Green Key’ certification which can be leveraged to introduce eco-friendly services and marketing much easier than other businesses. Initiatives such as energy-efficient lighting in the hotel facilities and rooms, amongst locally sourced amenities can differentiate the hotel in a competitive market while reducing operational costs and cutting down on unnecessary investments. Cost: ~£13,000 for initial implementation.
Implementing these changes for the hotel is done through proper change management procedures and processes, to successfully implement them into strategic shifts. Key elements of the proposed change management strategy include:
· Clear Communication: Management should articulate the strategic vision and intended outcomes to staff, guests, and stakeholders.
· Inclusive Staff Engagement: Hosting consultation meetings and feedback sessions with staff will foster more engagement and allow operational improvements.
· Training and Support: Role-specific training programs will be rolled out for financial and administrative teams to support CRM and FMS integration.
· Change Representatives: Designated change representatives will provide reinforced implementation and report on progress and staff adaptation to these changes to track impact and success.
To measure the success of the recommended strategies, a combination of SMART goals and Key Performance Indicators (KPIs) will be utilised: 
· SMART Goals:
· £50,000 profit increase by 2028
· Debt-free status by 2032
· 2.5% market share increase by 2030
· Attain 5-star hotel status by 2040
· KPIs:
· Occupancy rates and revenue per available room
· CRM-driven repeat booking rate
· Cost savings from sustainability initiatives
· FMS-reported financial variance and forecasting accuracy
The proposed strategies are estimated to cost around £25,000-£30,000 in the first year. Though upfront investment is required, the long-term financial benefits which include improved budgeting and improved guest loyalty, are projected to generate large returns within 3 to 5 years. Hence, by capitalising on public funding as the Council is able to do, and accessing government support, the financial burden of implementation can be significantly reduced.
The Crowne Plaza Newcastle Hotel, despite facing serious financial challenges and ownership instability, continues to remain in a strong position and a valuable asset for Newcastle City, especially when it comes to attracting tourism. With its strong occupancy rates above 80%, excellent facilities, and a prime location, the foundations for success are set in place. 
Through the implementation of targeted management systems like the CRM and FMS, the hotel can prioritise guest engagement and sustainably focused practices so the hotel can recover and also thrive regardless of public sector ownership. This consultancy report outlines a clear and actionable path toward financial health and operational excellent, with future growth to be expected for the Crowne Plaza Newcastle.
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This consultancy report intends to discuss the comprehensive analysis and research produced from Crowne Plaza Newcastle, including its internal operations and management and how such factors may affect its business and reputation. Primarily, the main issues surrounding Crowne Plaza Newcastle is its progressively worsening financial status, with operational instability when it comes to lack of staff training and lack of sustainable practices in the hotel. 
As part of this consultancy report, there will be a set structure which covers a comprehensive analysis of the hotel and its operations, and how the different issues impact the hotel’s reputation and brand image. This will then provide beneficial support to writing strategic recommendations for the hotel’s future growth and development that will help to overcome financial challenges and brand image problems.
Crowne Plaza Newcastle, located in Stephenson Quarter, part of IHG’s upscale Crowne Plaza brand, is a 250-251 bedroom seven-storey luxury hotel, based on the historic site of the Robert Stephenson & Co. Locomotive Works and adjacent to Central Station. This hotel officially opened in 2015 as part of a broader £200 million mixed-use regeneration, featuring extensive conference and banqueting facilities, a spa with swimming pools, a sauna and steam room, a fitness centre, and also an on-site restaurant (Hawthorn’s). By March 2025, the owning company entered administration due to a bank of council-issued loans although trading performance remained “best in class” according to independent reviews and surveys (CPNewcastle, 2025). 
Velureza Hospitality Consulting, founded in 2015, is a consultancy firm consisting of specialists and experts in the hospitality industry, with more than 5 years of experience for some and over 10 for most. Founded with a vision to blend data-driven insights with creative service innovation, Velureza partners with emerging and established companies to improve performance across different categories and sectors such as staff performance, customer experience, and public image.
 With a team of seasoned hospitality professionals and analysts, Velureza is prepared to offer various solutions in specific areas in hospitality management such as revenue management, human resources, quality assurance, and even pre-opening planning. With a significant reputation for its high-touch approach and personalised services, the firm is prepared to support projects across urban and boutique segments in both domestic and international markets (Korkmaz, 2015).
This report will utilise academic-level theories and frameworks to analyse the problems Crowne Plaza Newcastle is facing, and produce effective and informative data and results. To ensure reliable results, frameworks such as STEEPLED, SWOT and TOWS will be used to break down the problems faced by the hotel, and organise them into step-by-step processes for analysis, covering the issue, describing the impacts, and leading to possible solutions. Hence, the frameworks and theories used will assist in the conclusion of the report and recommendations for the hotel, by identifying how the different issues can be addressed through changes in internal management and changes in approaches to customer service and hospitality.

[bookmark: _Toc201348092]Analysis

The main problem of the Crowne Plaza in Newcastle is the recent financial issues that led to the owner of the hotel to enter administration, giving away the hotel to the Council to attempt to recoup debt. This financial problem the hotel was facing led to the sale of the business to a council-owned firm, and posing management concerns due to new ownership potentially creating different values and aims for the hotel staff and long-term loyal guests (Yang, 2012; Kim, 2018). The main causes of the sale of the hotel to the Newcastle council started from 2024, where an article identified that Newcastle City Council loaned a total of £38.2 million to the hotel via Clouston Group (ITV, 2024).
 This also notes that regular payments were made from Crowne Plaza Newcastle, but with ongoing negotiations to amend repayment terms due to the evolving economic conditions which could mean that the hotel was failing or foreseeing failure to meet the payment terms and so was seeking extended terms. As a result of the hotel not being able to meet the repayment terms and entering into over £40 million in debt, the former owner Stephenson Hotel Ltd sold the hotel to Crossco Ltd (PwC, 2025).
 However, a March 2025 report highlighted the council’s planned acquisition of the hotel and some adjacent land to reassure the guests and staff on-site. This explained how, even though the hotel was operationally successful with 85-86% occupancy rates, the commercial value still remained below debt levels which foreshadows a second transfer of ownership (PwC, 2025; Newcastle, 2025). 
In terms of the reputation of the hotel, it is not likely for a transfer of ownership to impact its public reputation at a significant level, depending on the amount of changes made by the council and how its management skills is able to maintain the performance and operational standards of the hotel. This also applies to the revenue management in the same way, meaning as long as the council can produce specialists in financial management to review and update the internal financial approaches, it is likely to maintain successful operations in the long-term (Xiao, et al., 2012; Kriosheev, 2010).
Summary Timeline of Ownership Transition
	Timeline
	Key Event
	Details

	Pre-2025
	Council loans and refinancing
	£15M (2013), £14.8M (2019), £1M (COVID support); ongoing negotiation by early 2024

	March 2025
	Administrator appointment & sale
	PwC sells to Crossco (1467) Ltd, Council-Owned

	Post Sale
	Operational continuity assured
	Hotel continues trading under public ownership



In the above summary timeline, the different transition steps are categorised into the timeline, key event summary, and details, showcasing the mounds of debt acquired by the former hotel ownership with the council. This also shows the pressure to go into administration and sell the hotel to the council-owned company, Crossco Ltd.

STEEPLED Analysis: Hospitality Industry & Hotels

	Social
	Changing customer expectations: Guests demand more personalized experiences and sustainable practices.
Cultural Diversity: Hotels must cater to global travellers, requiring multilingual staff and culturally sensitive services.

	Technological
	Automation & AI: Chatbots and mobile check-in/out enhance efficiency and guest experiences.
Data Analytics: Used to tailor marketing and service delivery based on the guests’ behaviour and own preferences to be able to personalise services.

	Economic
	Inflation & Cost of Living: Affects both operational costs (e.g. energy and wages) and guest spending patterns.
Recovery post-COVID: Corporate travel remains significantly lower than pre-pandemic levels.

	Environmental
	Sustainability Demands: Guests’ expectations shift more towards eco-friendly practices like reduced plastic use and carbon-offsetting.
Climate Change: Extreme weather can disrupt travel plans and increase maintenance and insurance costs.

	Political
	Travel Regulations: Brexit impacts and international travel restrictions create a significant disruption towards inbound tourism.
Government Support: Post-pandemic recovery packages, tourism grants and sustainable practices grants given to any business meeting specific requirements.

	Legal
	Employment Laws: Wage regulations and working hours vary across international borders and may impact staffing.
Consumer Protection: Data privacy regulations like GDPR and overbooking liabilities can lead to legal risks like lawsuits and create financial trouble for the hotel.

	Ethical
	Transparency in Pricing: Hidden fees and misleading deals are called out by consumer groups so transparency in pricing is recommended to maintain a positive public image and avoid any social backlash.
Supplier Ethics: Hotels are expected to vet their suppliers to ensure they meet labour standards and eco-friendly practices.

	Demographic
	Ageing Population: More senior travellers require more accessible rooms and slower-paced experiences so more hotels need to adapt more rooms to these demands.
Urban Migration: Expanding urban populations increase demand for city hotels but also means that it drives real estate costs up.



To summarise, the STEEPLED analysis from the table above was primarily focused on worldwide hospitality and hotels, linking potential real-life examples of how a the industry can be influenced by external factors. Focusing on the Crowne Plaza Newcastle hotel, there are specific external factors influencing the problems occurring internally, such as economic and political factors. In terms of economic factors, the hotel’s expenses and inability to meet its repayment terms with the debts could be from the difficulty in producing profits due to inflation and the increased cost of living that reduce guest spending trends (Zhubi, et al., 2024; Sturman, et al., 2017).
Also, the hotel also engaged in receiving government grants, which is where the political factors come in, as they received business grants, council loans, and COVID recovery financial aid (Chen, 2021; Knowles, et al., 1999).

SWOT Analysis: Crowne Plaza Newcastle Hotel

	Strengths

· Prime location and excellent accessibility
· Comprehensive facilities
· Green credentials
	Weaknesses

· Heavy debt burden
· Financial vulnerability despite good performance
· Potential leasehold/public sector constraints

	Opportunities

· Continued public-private investment
· Capital improvements
· Strategic positioning
· Sustainable tourism trend
	Threats

· Uncertain debt repayment trajectory
· Competitive pressure
· Economic swings
· Public perception concerns



To summarise, this SWOT analysis primarily focused on the Crowne Plaza Newcastle hotel branch helped to identify significant external and internal factors that can influence the performance and financial status of the hotel. Looking at the strengths of the hotel, the location itself provides a significant advantage as the hotel is based adjacent to the central train station with hundreds of daily travellers going through, and is only 7 to 8 miles from the closest airport (CPNewcastle, 2025). 
Also, the hotel’s comprehensive facilities like the nine meeting rooms, and wellness facilities like its spa, gym, and sauna, alongside its own swimming pool, that attract guests with interests and focuses on wellness and their own fitness (CPNewcastle, 2025). 
However, there are still areas for consideration with this hotel, as there were many weaknesses identified in the hotel’s operations. Specifically, as mentioned before, the hotel is suffering from heavy debt burdens and its financial status is highly vulnerable despite the good performance from its internal operations (ITV, 2024; Holland, 2025). 
Also, with council full-ownership, there are many public sector constraints and may limit certain areas of flexibility in commercial decision-making and investment approaches, which can severely limit the financial capabilities of the hotel (Kim, 2018).
To avoid such weaknesses in the near future, the hotel does have considerable opportunities to take advantage of. Firstly, the continued public-private investment with the new ownership under the Newcastle City Council through the company ‘Crossco’ helps to secure jobs and bookings which can offer operational stability and leverage (Kim, 2018; Blocher, 2006).
Also, with the council taking ownership of the hotel, it could enable refurbishment of aging areas and use of extensive funds to boost tourism in the local community and focus on the hotel as a primary destination for global travellers (Newell, 2006; Burns, 2010). 

TOWS Analysis: Crowne Plaza Newcastle Hotel

	
	Opportunities (O)
	Threats (T)

	Strengths (S)
	1. Prime Location near transport
2. Excellent facilities
3. Strong operational performance
4. Green Key status
	1. Strong service and location can help retain customers in competitive market
2. Public backing supports resilience

	
	S-O Strategies
	S-T Strategies

	
	1. Create green travel packages targeting eco-conscious guests
2. Use high performance record to secure public investment
3. Promote conference and event spaces through partnerships
	1. Emphasise unique offerings to stand out from local competitors
2. Leverage council ownership to buffer economic threats and secure utilities deals

	Weaknesses (W)
	1. Heavy public debt exposure
2. Limited agility under council ownership
3. Lower asset value
	1. Debt remains a risk to long-term viability
2. Market pressure from new hotels
3. Negative public perception of public owner

	
	W-O Strategies
	W-T Strategies

	
	1. Use local regeneration funding for property upgrades
2. Access green tourism grants
3. Collaborate with event venues to attract traffic
	1. Develop phased debt recovery
2. Address public concerns with more transparency
3. Introduce more flexible pricing to target a higher market share



This TOWS analysis emphasises the good positioning of Crowne Plaza Newcastle, but unfortunately is facing significant competitive and financial challenges. In order to secure long-term success as they plan to, the hotel should adopt strategies that leverage its strengths and opportunities while addressing internal weaknesses and external threats.
In order to address certain challenges, the hotel is expected to take different approaches and key future direction changes so it can avoid past mistakes. Firstly, for Crowne Plaza Newcastle, one of the biggest issues identified would be its debt resolution and asset reinvestment problems. In order to overcome this, the hotel can take an approach towards phased debt repayment strategies and seeking further investment to upgrade facilities which will enhance the property value and in the long term reduce financial strain (Corgel, et al., 2015; Majumdar, 2019). 
Additionally, the hotel, as a result of new ownership and instability in its operations, is required to reassure its staff and guests that operations will remain the same. Hence, the hotel is likely to take an approach into public perceptions and marketing, to promote transparency and strategic governance (Irawan, 2024).
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Recommendations

In order to address the financial issues suffered by Crowne Plaza Newcastle, it is recommended for the hotel to approach strategies and projects to nullify its debts and engage in further investment strategies. With the Newcastle City Council (as the owner through Crossco), they are able to weed out the different reasons and causes of the debt accumulation from the former ownership (Yang, 2016).
By doing so, the hotel’s revenue management can be easily monitored and tracked to identify further potential revenue limitations and unnecessary expenses and costs. Cutting down on unnecessary expenses will boost profits and will be giving Crowne Plaza Newcastle a better advantage in funding its projects and offering more incentives to both their staff and guests (Kiprop, et al., 2023).
 These new financial strategies can be implemented into the hotel via a financial management system (FMS). An FMS is a comprehensive software solution which boosts and optimises a company’s financial services and processes (Ma, 2021). This system monitors different aspects and internal processes of the financial department within a company like Crowne Plaza Newcastle, looking through its accounts payable, accounts receivable, and budgeting in order to reacquire its former financial health and stability.
In addition, with brand new ownership, Crossco, the current owner of Crowne Plaza Newcastle needs to prioritise maintaining customer relations and retaining loyal guests of the hotel. With new ownership, it is a common occurrence that formerly loyal guests tend to lose their faith and trust in the hotel and no longer visit as often (Koo, 2020; Luo, 2016).
Hence, to avoid this, new hotel ownership should focus on creating a positive and lasting impact on guests, which can eventually lead to an increased overall revenue for the hotel and improved reputation in the hospitality industry (Koo, 2020). As found in a 2025 journal, hotel loyalty can be increased significantly through simple means of psychological ownership. This means that using certain psychological techniques and methods of influence will lead guests to have an independent tendency to feel like they own that service provided to them, or the room provided to them, due to the intensity of the personalised service targeted at them and their complete satisfaction (Yoon, et al., 2025).
A good system to implement to monitor this strategy’s effectiveness would be the Customer Relationship Management system, which helps businesses to manage interactions with both customers and potential customers. By monitoring online data and statistics like social media engagement, customer information, and contact details, a CRM centralises the data and tracks all linked interactions between the hotel and the guest or customer to produce statistics based on the outcome and changes in revenue and sales after engaging the customers (Talón-Ballestero, et al., 2018; Sigala, 2005).
This will help Crowne Plaza Newcastle significantly as it will benefit its customer engagement and ability to satisfy its guests significantly through the data it has stored and predictions it can create depending on certain interactions. This will also provide valuable insights towards customer behavioural changes and marketing campaign effectiveness, as it will understand what its target audience expects and wants, and how to approach them effectively (Sigala, 2005).
The analysis of this consultancy report also revealed the issue of a competitive environment for Crowne Plaza Newcastle, with the rate of tourism in Newcastle city centre being something sought after by many hospitality companies and hotels in the general area. Currently, a rising trend to attract a larger number of customers and guests in a hotel has been eco-friendly practices, including services like eco-conscious guest packages and sustainably sourced products (Kularatne, 2019). 
Hence, it is a perfect opportunity for Crowne Plaza Newcastle to leverage its ‘Green Key’ environmental certification to develop and promote further sustainable travel packages which can include discounts for guests arriving by train, locally sourced dining experiences, and extensive incentives to guests choosing carbon-offset options for events and conferences within hotel premises (Jaecker, 2023).
This recommendation can be implemented through the use of academic frameworks such as SMART, SWOT and PESTLE. These three frameworks will cover the planning and setting the objectives, identifying threats and risks and the potential strengths of the plans, and then any external factors that may influence the hotel’s changes and the benefits it could have with these new strategies in place.
Change Management
To successfully implement the strategic changes recommended to Crowne Plaza Newcastle, the hotel will need to follow structured practices to guide staff and guests through the transitions in daily operations, with guest interaction and financial oversight being major changes to be prioritised. The change management practices of this hotel will be split up into clear and concise processes.
Firstly, clear communication of the vision and benefits of these strategies are a must, to provide a foundation for guests and investors to be aware of and be influenced to invest their time and attention towards these changes. Specifically, management will outline the sustainability goals of the hotel, alongside the purpose and use of the customer relationship management and financial management systems, and how they benefit the hotel to track both customer service engagement and revenue usage and financial control (Abuhamdeh, 2022). 
Secondly, the staff and contractors linked to the hotel will be directly informed and consulted on these changes, holding meetings and feedback sessions to raise concerns and questions, and even share suggestions on implementing sustainability or CRM changes more effectively. This will help build trust and encourage cooperation between employee lower-levels and the management upper-levels of the hotel (Yoopetch, et al., 2021; Deale, 2023).
 To further ease the hotel and relevant staff into the strategic changes, role-specific training will be provided to housekeeping, front desk staff, and finance and admin staff to effectively introduce the CRM and FMS tools. This will also be done through guidance materials handed to staff and further assistance from supervisors during the adjustment period (Kim, 2023; Nestoroska, 2014). 
As an alternative, the hotel may have appointed change “representatives” to assist in the adjustment period by reinforcing the adoption of the strategies and report feedback and data to management to help the hotel upper-management keep track of how beneficial the strategies are and how they are benefitting the hotel in the long-term (Oakland, 2007).
Measuring Success and Impacts
To understand the impact and success the strategies are having on the hotel, there will be set measurements and reviews done using the ‘SMART’ framework to assist in doing so. Firstly, the following set requirements are used to measure success:
· A £50,000 increase in profits by 2028
· Complete repayment of debts, if any left, by 2032
· Further achievements by Crowne Plaza Newcastle on ‘Green’ initiatives
· A 2.5% increase in market share by 2030
· Become a 5-star hotel by 2040
By keeping track of these set ‘SMART’ goals, the hotel can perform regular reviews on the impact the strategies are having. Specifically, keeping track of the impact on hotel income and reputation through its market share and other achievements is a good way to keep track of any success in the strategic changes made (Robins, 2014).
 Another way to track the success of these changes is through what is known as ‘Key Performance Indicator (KPI)’. KPIs, a quantifiable metric which is used to assess how effectively a company or department is achieving strategic goals and objectives (Ishaq-Bhatti, 2014). Using this in relation to Crowne Plaza Newcastle Hotel, KPIs will be used to assess the success of the strategies recommended to the hotel, and will be linked to assessing the actual performance changes with the new ownership of the hotel. 
Potential Benefits
Through the implementation of these strategic changes, Crowne Plaza Newcastle could see significant benefits arise in its operations and reputation, such as saving on costs, stronger guest loyalty, and most importantly an improved budget control. By adopting eco-friendly practices, Crowne Plaza Newcastle can put itself out into the market as a sustainable business, and by adopting such practices, it can also save on costs by choosing more sustainable options (Luchs, et al., 2011). By using solar energy and water recycling initiatives, it can reduce the costs on energy and water costs, alongside improving the brand’s reputation to be recognised as a hotel that appeals to environmentally conscious guests and travel companies. 
Additionally, by implementing an enhanced customer relationship management (CRM) system, the hotel will be able to provide more personalised services and targeted communications that leads to stronger guest loyalty (Luck, 2013). This also provides the potential benefit of increased revenue per guest, with higher chances of upselling successes and targeted offers based on guest history (Pandya, 2021). 
Furthermore, the implementation of a financial management system (FMS) can significantly improve the financial control and management within the hotel. In terms of potential benefits, an FMS can bring Crowne Plaza Newcastle Hotel a much better budget control, better forecasting and planning, and even reduced financial errors (Dener, et al., 2011). With the hotel’s recent financial history of debts, this can be a huge turnaround in clearing out any negative public image of bad financial management and reassure shareholders of the financial stability of the hotel.
Predicted Costs Associated with Recommendations
	Suggested Change
	Cost

	Installation of energy-efficient lighting
	£10,000

	Eco-friendly guest amenities
	£3,000

	Staff training on sustainability
	£1,500

	CRM Software Subscription
	£3,000 (Annual)

	Staff training (CRM)
	£1,500

	FM System Purchase
	£4,000



Primarily, eco-friendly initiatives for the hotel like amenities for guests and energy-efficient lighting will be costly, averaging at around £13,000 for a one-off payment. Also, the training for the staff in the whole hotel will be costly at around £1,500 due to requesting specialists in sustainable practices to train individual staff members how to approach these new changes correctly. 
Also, business management systems like the ‘Customer Relationship Management’ and ‘Financial Management’ systems will require a subscription or purchase depending on the availability, hence the average cost of £7,000 with half of it possibly going towards annual subscription if a one-time purchase is not available. Also, staff training for these systems will be extensive and comprehensive too, to ensure they understand each step and process of the systems completely and without a doubt. This will avoid any mistakes and ensure finances are managed effectively, and that customers are engaged effectively.
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	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Poor financial stability
	Implement a Financial Management (FM) System to improve the budget control, monitor cash flow, and cover operational costs.
	Improved financial transparency with a significant reduction in unnecessary expenses, including improved longer term stability.
	4 Months
	15/11/2025
	£12,000

	2
	At-risk guest loyalty
	Adopt a Customer Relationship Management (CRM) system to personalise communication and track preferences of guests to develop more loyalty incentives and initiatives.
	Improved guest satisfaction with significant increases in return visits and stronger connection with the brand.
	3 Months
	10/10/2025
	£9,000

	3
	Lack of sustainable practices
	Introduce eco-friendly changes such as waste reduction systems, energy-saving lighting, and greener options.
	Enhanced sustainability profiles in the hotel, appealing to eco-conscious travellers and save on operational costs.
	5 Months
	01/12/2025
	£10,000

	4
	Lack of suitably trained staff
	Launch a structured training and development programme to focus on excellent customer service and updating digital tools to boost sustainable hospitality.
	Increased staff confidence to help with better service delivery and overall an improved employee retention.
	2 Months
	30/09/2025
	£6,000
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Following an analysis of Crowne Plaza Newcastle, a long list of challenges and opportunities were identified that could impact its current performance and future potential, both with its brand image and financially. The hotel itself, positioned in a prime location for taking advantage of local tourism, has built itself a reputable brand image, associated with an international hotel brand, but is facing strategic issues which need to be addressed as soon as possible to prevent any further stagnation of its operations. This way, it would be able to enhance its competitiveness and guest satisfaction.
Key problems identified in the analysis showed the hotel lacked proper financial stability, alongside at-risk guest loyalty, outdated brand image, and a lack of suitably trained staff for new changes like sustainable and eco-friendly practices in a hospitality environment. These challenges were found to be interlinked, being the main results of different causes linked to financial issues in the hotel and a lack of proper management due to recent new ownership of the hotel. 
The SWOT and TOWS analyses were able to highlight that although the hotel has significant strengths such as being positioned at the riverside location, solid corporate infrastructure, and associated with a known brand (IHG). Regardless, the hotel faces internal weaknesses and external threats that can influence a build-up in negative events for the hotel if not addressed. Some of these threats include increased competition from modern boutique and lifestyle hotels, and shifting customer expectations quickly changing to more eco-friendly practices.
To address these concerning issues, several strategic changes are recommended for Crowne Plaza Newcastle. Firstly, the implementation of a robust financial management (FM) system is crucial to improve the financial transparency and budget control of the hotel. Secondly, adopting a customer relationship management (CRM) system will allow the hotel to create personalised experiences and services for guests, and therefore build loyalty to enhance return visit rates. Thirdly, a sustainability strategy, consisting of eco-friendly upgrades and training will reduce operational costs and enhance the hotel’s appeal to environmentally conscious tourists and travellers.
To implement these changes effectively, change management is essential and was included as part of the report to prioritise success of the initiatives. Clear communication, staff involvement and steady implementation will ease the adjustment period and minimise resistance or concerns from staff. Each recommendation also includes a time scale, budget, and expected outcomes, which ensure the changes are measurable and realistic, as also stated in the action plan.
Overall, for Crowne Plaza Newcastle to maintain their market share, the hotel must embrace these strategic changes. Through enhanced financial controls, improved guest engagement, and sustainable operations, the hotel will be able to strengthen its market position and improve its profitability significantly. These recommendations are identified as not just solutions to current problems, but instead investments to more resilient and innovative and guest-focused future for the hotel.
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