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Executive Summary 

In the era of the internet and social media, customer review is considered vital ( Wisernotify, 2025). Hilton Cardiff has repeatedly fetched negative reviews from its customers and claimed low quality customer service along with a degraded atmosphere. Poor reviews for the guests can damage the brand’s reputation. Feedback issues (e.g., poor hygiene, housekeeping, missing amenities- plug points and coolers), cleanliness issues( dirty rooms and washrooms), maintenance issues (broken beds, electrical faults, air conditioning not working properly), breakfast issues (uncooked poached eggs,  no fresh items- mushrooms, eggs) are reflected on guests' negative reviews which have a huge impact on upcoming bookings, on hotel business and overall, on brand reputation. Poor communication has been also observed as one of the potential big issues to be mitigated by enhancing the ways of conversation. A lack of involvement from employees and an unhealthy work culture was pointed out as well (Tripadvisor, 2024). Employees engagement activities could make them feel a sense of ownership that ultimately increase the hotel reputation. Providing them with the necessary training to develop their skills gaps has been analysed in the report. On the other hand, guests have pointed always the location advantage as a good review and feedback. Although the location of the hotel is one of the positive aspects of the Hilton Cardiff Hotel, many emphasise that the hotel should prioritize the quality of the products rather than quantity. This report evaluates the operational challenges faced by Hilton Hotel Cardiff, with a particular focus on inconsistent service quality and negative guest experience. These issues have been identified as key factors affecting customer satisfaction and the hotel's overall reputation. The analysis applies STEEPLE, SWOT, and TOWS frameworks to understand both internal and external factors influencing performance.
 The report will focus on two key issues: 
· Inconsistent service quality across departments
· Negative guest experience reflected in online reviews.
These issues are interconnected, as inconsistent service delivery directly contributes to poor customers satisfaction and negative feedback. Focusing on these two areas allows for a more-in-depth and structured analysis. Findings indicate that operational inefficiencies, lack of service consistency, and insufficient use of guest feedback mechanisms contribute to the identified problems. The impact of these identified issues on hotel businesses is the turnover of upcoming bookings, based on negative online reviews, loss of revenue based on high parking rate and lack of amenities, brand reputation based on low value-for money perception of guests. Based on the STEEPLE, SWOT and TOWS analysis, a set of targeted recommendations is proposed, focusing on staff training, improved feedback systems, and service standardisation. The consultancy company recommendations for Hilton Cardiff Hotel are to use their strengths to level up the businesses, to minimize weaknesses and to avoid traits. Same examples of these types of recommendations are to use brand reputation, the central location of the hotel, the raising in demand of luxury category, and “Hilton Honors” members, to mitigate the weaknesses and to stands up in front of competitors, by attracting more customers (Trustpilot,2026). It is recommended also to Hilton Cardiff to use key strategies including tightening service standards, retraining staff for empathy, upgrading facilities to match premium prices, and implementing strict, personalized guest recovery systems to ensure the delivery of brand standards services and to conduct to guest satisfaction. These recommendations are followed by key monitoring strategies, key metrics for improvement, and actionable monitoring tools suggestions. By analysing data from these sources, the hotel can detect patterns and adjust the action plan immediately (Science Direct,2025). These actions aim to enhance guest satisfaction, strengthen brand reputation, and improve long-term performance. The report provides practical and realistic solutions, supported by clear justification, to ensure their relevance and applicability within the hotel’s operational context. A step-by-step action plan was created to help the Hilton Cardiff to understand the expenses, implications and results of the recommendations made by the consultancy company Business Action Consulting. The cost, time needed for the action plan to be implemented, and other steps associated with these actions will be presented in this report. Overall, the total estimated cost of implementing these recommendations ranges between £2800 and £4500. This is a relatively low investment considering the potential return in terms of improved customer satisfaction, stronger brand reputation, and increased revenue (Kotler et al.,2016).




 The costs are segmented on three categories of expenses: 

     1. Training programme would cost approximately £ 2000- £3000 annually; this includes external training materials, internal training sessions, and staff time allocation. 
     2. Enhancing the current feedback system, including digital surveys and review monitoring tools, is estimated to cost around £500- £1000.
     3. Developing and implementing clear service guidelines across departments is expected to have minimal direct financial cost (approximately £300- £500), as it mainly involves internal management time and documentation.

The outcome and the expectations of this proposed action plan are: 

· Improved staff performance will lead to more consistent service delivery, directly addressing the issue of negative guest experiences.
· Increased customer satisfaction can lead to higher retention rates and positive reviews, ultimately improving revenue.
· Developing and implementing clear service guidelines across departments ensures consistency in service delivery, which is essential for maintaining brand standards and improving guest satisfaction.

A change management strategy is also needed at Hilton Cardiff. Some suggested steps are necessary to improve its service quality and enhance its reputation:

1. Address operational inconsistencies: focus on core service failures, standardize service delivery in all departments.
2. Staff training and culture: focus on empathy and responsiveness; empowerment.
3. Proactive reputation management: personalized responses; actionable feedback loop.
4. Change implementation tactics: monitor and act; visible leadership management.
By maintaining rooms quality, employee's professionalism and tracking guests' sentiments, the hotel can monitor internal performance, job and guest satisfaction, and brand reputation as well.

Key monitoring strategies

· Daily review management: Monitoring TripAdvisor, Google, and Booking.com daily for mentions of service issues to gauge if corrective actions are working.
· Sentiment analysis and categorization: Use tools to categorize reviews by theme (cleanliness, staff behaviour) and track trends over time to identify if issues are recurring. (The Reputation Lab,2025)
· Internal audits and checklists: Implement daily or weekly audits focusing on cleanliness, room amenities, maintenance and staff empathy to catch the problems before they lead to negative reviews.
· Post-stay surveys: Send surveys directly to guests after checkout to gather feedback on specific service areas before they post online. (The Reputation Lab,2025)

Key metrics for improvement

· Average rating and review sentiment: Track improvement in overall rating and an increase in positive sentiment phases (HI Jiffy, 2024).
· Complaint frequency: Measure the reduction in complaints related to specific, targeted issue (e.g., housekeeping speed or attitude) (The reputation Lab,2025).
· Response time and quality: Ensure staff are empowered to resolve complaints instantly and monitor the speed at which management replies to online reviews (Science Direct,2024).
· Guest retention rates; Track returning customers as a sign of restored confidence. (Lean Hotel System).




Actionable monitoring tools

·  Reputation Management Systems: Use platforms to alert you immediately about new reviews on Google, Facebook, Booking.com, and TripAdvisor (Mews,2025).
· PMS integration: Integrate guests feedback tools with Property Management System to connect complaints to specific guests stays and service departments. (Lean Hotel System,2024)


Introduction

This report has been prepared for Hilton Cardiff, a four-star hotel located in the city centre of Cardiff, Wales (Hilton Cardiff, 2024), by Business Action Consulting. The hotel benefits from a central location, offering proximity to the key attractions such as Cardiff Castle, National Museum of Cardiff, Cardiff Bay, Principality Stadium and major shopping areas, making it attractive for both business and leisure guests (City Girl Network). Hilton Cardiff attracts tourists with amenities such as heated pool, fitness center, sauna, and its recently refurbished ground floor (Hilton Cardiff, 2023).  This family and pet-friendly hotel, have concierge and room service, meeting rooms, business center, executive lounge and digital key for Hilton Honors members (Hilton Cardiff, 2026). This report will discuss the potential issues at Hilton Cardiff, which is a luxury hotel that contributes to the hospitality industry. A consultancy will be provided to mitigate the challenges within the establishment (Kokkota,2024). Despite its strong brand affiliation and location advantages, Hilton Cardiff has faced challenges related to inconsistent service quality and negative guest experiences, as reflected in online reviews and customer's feedback (Tripadvisor, 2024). These issues can directly impact customer satisfaction, brand reputation, and repeat business failure. The Hilton Cardiff has contracted an independent consultancy firm to conduct research and provide a proficient report to depict the ways in which it can improve itself.  Consultant organisations refer to the companies that provide suggestions and recommendations for establishments which are confronting complex issues (Kinney,2025). These organisations also conduct thorough research and evaluation regarding the social trends that may help the company to increase its success rate (Peachman,2024). This report is developed by “Business Action Consulting "company, aims to analyse the root causes of these issues, and propose practical recommendations for improvement. “Business Action Consulting” is a business management and consultancy company who helped many hospitality industry organisations to evaluate, identify and take actions to mitigate challenges faced along their activity road in the last 25 years. With a diverse and experiences consultant team, Business Action Consulting assisted and offered their support to many companies from hospitality industry such as Premier Inn, Holiday Inn, Marriot, Hyatt, etc. To support the analysis, key strategic framework will be used, including STEEPLE analysis to examine the external environment, SWOT analysis to assess internal strengths and weaknesses, and TOWS matrix to generate strategic recommendations. STEEPLE analysis will observe the social, technological, economic, environmental, political, legal and ethical issues and addressed their impact on company business evolution. Hence, whether any exclusionary factors can become a potential risk or not will be highlighted in the report. The SWOT and the TOWS analysis will be presented to observe the strengths, weaknesses, opportunities and threats of the hotel and ways in which this could be used to increase the potential of the organisation. These tools will ensure a structured and evidence-based approach to addressing the identified issues such as inconsistent service quality across departments and negative quests experience. A proper action plan will be provided in the context, which will discuss the issues and mitigation strategies within a timeframe and budget. Here, the mentioned issues will be observed, and the feedback from the customers will be considered to make useful suggestions which may benefit the organisation in the future. The potential benefits of implementing the recommendations will be analyses in the report. The hotel will be able to identify its drawbacks through the observations. Change management practices have been discussed in the context of identifying necessary changes that the hotel may require (Ropnack, 2024). 






 Analysis

Issues identified by the hotel

Feedback issue
Hilton Cardiff has been experiencing a slew of issues with guests complaining about a lot of problems during their stay. This includes hygiene and cleanliness, housekeeping and more issues that have been raised. All these are the feedback issues that the hotel has received on Tripadvisor and Booking.com platforms (Tripadvisor 2025, Booking.com 2026). Many guests have pointed out the issues of the lack of basic amenities such as plug points and coolers. On the other hand, guests have praised the location staff behaviour and other positive experiences at the Hilton Cardiff. (Tripadvisor, Nov.2024)
 
Cleanliness issue
The issue of hygiene and cleanliness persists at Hilton Cardiff; there have been complaints about dirty rooms and washrooms. Although the location of the hotel is one positive aspect, many emphasise that the hotel Hilton Cardiff should prioritise internal cleanliness. Guests have complained about leftovers from previous visitors and dirty rooms. Bathrooms surfaces are dirty, with dust and poor hygiene (Tripadvisor, Dec.2025). Although the hotel management has admitted that these are plaguing issues and that they are taking necessary steps to mitigate them. The hotel has been said to consistently lack basic cleanliness (Goldstein, 2021).

Breakfast issue
Guests have raised a lot of issues over the quality of breakfast that is being served at the hotel Hilton Cardiff.  The quality of certain food was reported as been substandard. Many food items such as poached eggs, were not properly cooked. Some food items, such as eggs, mushrooms, has also been reported as not been fresh, broken coffee machines, etc (Tripadvisor, Aug.2024).

Maintenance issue
Rooms at hotel Hilton Cardiff have broken beds, blocked windows, electrical issues, and air conditioning not working properly. All these issues have been causing a lot of inconvenience to the guests staying here. Many have complained about the lack of upkeep in the rooms and the hotel. (Booking.com)

Analysis and impact of issues
Analysis

The issues have been causing a lot of inconvenience to the guests and bringing down the hotel Hilton Cardiff reputation. Even though there are positive reviews, the negative ones are getting more highlighted. Issues of cleanliness, where it has been reported that the bathrooms are dirty, show that poor management and staff are at work. Along with that, it shows that there is a lack of employee's motivation at the Hilton Cardiff. A workforce which lacks ambition and motivation will become unproductive, hence the output will be hampered (Booking.com, 2026). Housekeeping sector employees reported to be afraid of the management, as the work culture at that place is very unhealthy. The employees feedback highlights concern regarding high-pressure management, overworking, and a lack of support, leading to fear and low morale (Indeed,2024) Reviews specifically mentioned “intimidating behaviour” from management, will some staff feeling “overworked” and subject to poor communication. Regarding to workplace culture employees have described the environment as “toxic”, with reports of management “playing favourites” and fostering a culture of “mistrusts” (Indeed,2024; AmbitionBox,2026). Therefore, the issues that hotel is facing might be because its workforce does not have enough motivation to work, are lack of skills, and not been provided with a proper training (ResearchGate,2025; Passport to Success, 2025). Similarly, breakfast issues and associated complaints about the quality of the food can tarnish the image of the Hilton Cardiff Hotel. Guests look for good quality, healthy and tasty food, whereas substandard poached eggs and not fresh food items associated with unsustainable practices can also lead the guests falling sick (Booking.com,2025). 

Impact of the issues

The Hilton Cardiff Hotel is faced with several issues that can hurt the guests as well as the reputation of the establishment. High parking rates can be a deterrent for visitors who are budget and can lead to a loss of revenue. The issues of negative feedback that include room cleanliness, lack of basic amenities and services, are causing dissatisfaction among guests. If these issues continue to persist, then it may impact upcoming bookings as potential customers may turn away after reading the reviews (Filieri et al.,2015). The era of social media has made the things easily accessible, and guests prefer to check the location by reading the reviews about that location before deciding to go and explore that location or experiencing new places offers. Negative feedback, if not addressed, then can have a serious impact of business. A STEEPLE analysis for Hilton Cardiff, based on guests reviews from 2024-20026 reveals that inconsistent service and negative experiences are often tied to broader operational and environmental factors. While the hotel maintains a 4.2 rating, recurring complaints about slow housekeeping, lack of basic amenities, and poor food quality suggest systemic issues (Tripadvisor, 2026; Booking.com 2026). 

STEEPLE analysis highlights several external factors that influence the identified issues (Johnson et al.,2017).
· Social factors, such as increasing customer expectations and reliance on online reviews, directly impact how service quality is perceived. Reviews highlights a “hit or miss” experience where some staff are “credits to the team” while others appear uninterested. Guests increasingly expect personalized experiences, and failure to meet these leads to significant dissatisfaction.
· Technological factors, including the use of online tracking platforms and reviews websites, amplify negative guest experiences if service inconsistencies are present. Outdated facilities are another factor that conducts to the guest's dissatisfaction: “stuffy rooms with noisy, ineffective air conditioning and outdated TVs lacking smart functionality. Slow or unreliable Wi-Fi is a recurring pain point that directly reduces the guests experience in a digital-first era (Booking.com).
· Economic pressures may lead to cost-cutting measures, which can affect staffing levels and training, contributing to inconsistent service delivery. The value-for- money perception is another factor that affect the guest's satisfaction. High room rates (up to £250/night) and additional costs like £24 for breakfast or £30 for off-side parking leads to “poor value” rating when compared to local competitors (Tripadvisor,2025). Economic shifts like inflation are forcing pricing adjustments that outpace service improvements.
· Environmental factors such as the location of the hotel - in a coastal town prone to disasters, fuelled by climate change, can negatively impact the Hilton Cardiff hotel business. Also, Hilton Cardiff should undertake necessary sustainable practices and comply with environmental regulations set by governing body, as the city faces challenges with waste management (UK Government, 2023). While Hilton Cardiff uses Light Stay to track its footprint, guests have noted issues like a lack of in-room water (unless requested from reception), which may be an attempt at plastic reduction but is perceived as a service failure (Booking.com).
· Political conditions in Cardiff are stable for hospitality industry businesses. General travel demand is influenced by geopolitical stability, which impacts international business and leisure bookings for city-centre hotels like Hilton Cardiff.  Cardiff, the capital of Wales, is the centre of businesses and any change in power can affect the stability of the place. It offers a business-friendly climate, and the hotel business is one of the profitable businesses. Brexit once had an impact on hospitality businesses; however, given the present political equation in the country, hospitality industry businesses are witnessing steady growth (The World Bank,2023).
· Legal factors such as licensing, fire and safety audits, and well-being of employees surrounding the hotel and hospitality industry are made for the benefit of employees and guests as well. Increasing labour costs (due to minimal wage rises) and strict working hour regulation can lead to staffing shortages. This translates to “dire” customer service and delayed housekeeping when the hotel is understaffed. Hilton Cardiff needs to adhere to the law regulations so that they do not land in trouble. The issues faced by guests of hotel Hilton Cardiff may lead to the filing of customer cases against the hotel, hence, it should be wary of that (Sutherland,2024).
· Ethical factors encompass a wide range of practices like service recovery and loyalty, incorporating sustainable practices, corporate social responsibility, adhering to employment laws and maintaining transparency in financial reports. Hilton Cardiff is already facing a lot of issues on different fronts, at least it should ensure that its business is ethical.  This will help it build a positive brand imagine in front of its stakeholders and also pave the way for long-term success (British Business Bank,2025). On the other hand, there is an ethical gap in how complaints are handled; guests report being “simply not responded to” after raising issues or facing “glitches” with the Hilton Honors loyalty scheme (Tripadvisor,2024). 
These factors demonstrate that external pressures intensify the impact of the identified issues, making it essential for the hotel to improve service consistency and customer satisfaction.

   A SWOT analysis of Hilton Cardiff provide an overview of the Hilton Cardiff position in the hospitality market based on its strengths, weaknesses, opportunities and threats (Hill et al.,1997).
· Strengths include the strong Hilton brand and central location, which provide a competitive advantage.  Hilton is recognised as the apex of the hospitality industry since it has one of the most extensive portfolios of a well-known brand hotel. The global reach of Hilton, the parent of Hilton Cardiff, extends to over 126 nations or territories, which showcases its presence from an international perspective (CIO,2020). Other strengths are the extensive amenities such as pool, gym, spa, and recent (2023) ground floor refurbishment. However, these strengths are undermined if service quality does not meet quests satisfactions (Kotler et al.,2016). 
·  Weaknesses such as inconsistent service delivery standards (long wait times, poor communication), and limited use of customer feedback directly contribute to negative guest experiences. Cleanliness lapses in leisure areas and guest rooms, and maintenance issues (broken facilities, poor wi-fi) also conduct to the guest's negative perception of value-for-money.
· Opportunities exist in improving staff training and implementing better feedback systems, growing demand for “why-cation”/ purposeful travel in 2026, AI- enhanced event experiences and digital connectivity, and rising interest in local culture and authentic in-person bonding. 
· Threats include increasing competition and the impact of negative online reviews. Threats such as strong and intense competition, or legal and regulatory challenges can be noticed as well. Stiff and strong competition faced by Hilton Cardiff from local luxury hotels includes Voco St. David’, Hyatt, IHG, and Marriott (Cvent,2025), often leads to sparks in price wars. The global operations of the hotel require a complex network related to regulations and laws across dozens of countries (Objective,2025). Post-pandemic and world wars occupancy volatility impact also the hospitality businesses and Hilton Cardiff as well.

TOWS analysis of Hilton Cardiff

Tows matrix analysis highlights possible future direction for the hotel by converting the problems into strategic solutions (Weihrich et al.,1982). Based on common issues in luxury hospitality and standard TOWS framework, a TOWS analysis for Hilton Cardiff addressing experiences focuses on leveraging brand strength to fix operational failures. Key strategies include tightening service standards, retraining staff for empathy, upgrading facilities to match premium prices, and implementing strict, personalized guest recovery systems. 
Strengths (Internal): Strong global brand reputation, prime city- center location, loyalty program (Hilton Honors), high-standard brand promise.
Weaknesses (Internal): Inconsistent service quality such as staff responsiveness (empathy), potential maintenance/cleanliness issues, slow service, high staff turnover.
Opportunities (External): Rising demand for personalized luxury travel, leveraging technology for seamless check-in, positive impact of “eco-friendly service” and positive and fast reaction of management on reviews.
Threats (External): High competition in Cardiff and negative online reviews affecting brand reputation, increasing customer expectations.

TOWS strategies
Use strengths to capitalize on opportunities (MDPI,2022):
· Leverage brand and location: Utilize the central Cardiff location to market specifically to high-end business travellers and tourists, promising a premium, efficient experience that leverages the Hilton Cardiff reputation.
· Personalized experience: Use the Hilton Honors database to proactively deliver tailored in-room amenities, improving empathy and responsiveness (Preprints.org,2025).

Use strengths to minimize or avoid threats:
· Standardized training: Enforce rigorous Hilton brand training to ensure consistent service levels across all shifts, mitigating negative reviews that directly impact occupancy and trust (Agoda.com, 2026).
· Review management: Actively engage with social media and feedback platforms to promptly address complaints, turning negative experiences into loyalty (Clausius Scientific Press, 2025).
Strategies to overcome weaknesses by taking advantage of opportunities 
· Service recovery plan: Implement a rapid, empowered, and personalized complaint resolution process to turn unhappy guests into loyal customers.
· Enhanced training: Focus training on emotional intelligence, empathy, and speed for staff to improve responsiveness (Scribd, 2023).
Strategies to minimize weaknesses and avoid threats (Research Gate,2025)
· Operational audit: Conduct a thorough, independent audit of operational processes (cleanliness, room maintenance) to ensure they match the premium price point and to prevent brand erosion in a highly competitive market (Emerald,2024).
· [bookmark: _Int_UGPOEzHP]Incentivize staff performance: Implement incentives for staff members based on guests' satisfaction scores (friendly service, “smile effect”) to improve service attitude and consistency (Stories From Hilton,2025).

Recommendations and Change management

 After analysing internal and external factors affecting the business operations of the Hilton Cardiff, Business Action Consulting company recommend to the hotel the following actions:

· Invest in human capital
It is recommended that Hilton Cardiff implements a structured staff training programme focused on service consistency (Hayes et al.,2017). This should include regular training sessions, performance monitoring, and clear service standards across all departments. This recommendation directly addresses the issue of inconsistent service quality, ensuring that all guests receive a similar level of service regardless of department or time of visit (Parasuraman et al.,1988).
· Modernize operations
Integrating AI to monitor guest sentiment during their stay can prevent “negative experiences” from turning into permanent online reviews. Additionally, the hotel should implement a more effective guest feedback system, allowing management to identify recurring issues and respond promptly. This will help improve overall guest experience and reduce negative reviews (Kandampully et al.,2018).  
· Quality over quantity - service is the product: 
It is recommended that Hilton Cardiff shift from a “facility-first” to a “service-first” culture. As travellers of these times prioritize” meaningful connections” Hilton Cardiff should ensure basic service reliability (working shifts, clean rooms, rooms maintenance, food quality) doesn't detract from its luxury positioning (Emerald,2024). Refurbished rooms lose their value if the check-in experience is poor or maintenance is slow.


Cost Analysis and justification

The financial implications of the proposed recommendations have been carefully considered to ensure feasibility and relevance for Hilton Cardiff.

1.Staff training Programme
It is estimated that implementing a structured training programme would cost approximately £ 2000- £3000 annually. This includes external training materials, internal training sessions, and staff time allocation. This cost is justified as improved staff performance will lead to more consistent service delivery, directly addressing the issue of negative guest experiences. Increased customer satisfaction can also lead to higher retention rates and positive reviews, ultimately improving revenue.

2. Guest Feedback System Improvement
Enhancing the current feedback system, including digital surveys and review monitoring tools, is estimated to cost around £500- £1000. This relatively low-cost investment allows the hotel to better understand the guest expectations and quickly respond to issues. As a result, it can reduce negative reviews and improve the overall guest experience.

3. Service Standardisation Procedures
Service quality is a key determinant of customer satisfaction in the hospitality industry (Parasuraman et al.,1988). Inconsistent service delivery can therefore lead to negative guest experiences and poor online reviews (Filieri et al.,2015). 
Developing and implementing clear service guidelines across departments is expected to have minimal direct financial cost (approximately £300- £500), as it mainly involves internal management time and documentation. However, the impact is significant, as it ensures consistency in service delivery, which is essential for maintaining brand standards and improving guest satisfaction. Overall, the total estimated cost of implementing these recommendations ranges between £2800 and £4500. This is a relatively low investment considering the potential return in terms of improved customer satisfaction, stronger brand reputation, and increased revenue (Kotler et al.,2016). Even a small increase in positive online reviews can significantly impact booking rates and occupancy level. To address inconsistent service quality and negative online reviews, the Hilton Cardiff should implement a structured change management approach focused on operational consistency, staff training, and proactive reputation management. Key actions include strengthening departmental communication, improving responsiveness to guest feedback, and focusing on room maintenance and staff professionalism to boost satisfaction (Clausius Scientific Press,2025).

Change management strategy for Hilton Cardiff:

1. Address Operational Inconsistencies:
· Focus on Core Service Failures: Prioritize improvements in room cleanliness, comfort, and maintenance, which are primary sources of negative reviews.
· Standardize Service Delivery: Implement consistent, high- standard procedures across all departments, particularly in areas with high staff-customer contact.

     2. Staff Training and Culture:
· Focus on Empathy and Responsiveness: Train staff to actively listen to guests and respond with empathy to resolve issues.
· Empowerment: Train employees to handle issues on the spot to prevent escalation into negative online reviews.
     3. Proactive Reputation Management: 
· Personalized Responses; Ensure management responds to all online reviews with personalization rather than generic templates.
· Actionable Feedback Loop: Use online reviews to identify specific departmental failings and adjust operational processes.
    4. Change Implementation Tactics:
· Monitor and Act: Regularly monitor TripAdvisor, Facebook, Booking.com and other platforms to understand guest dissatisfaction in real-time.
· Visible Leadership: Management should actively communicate the need for change to all staff to build trust. 
By addressing the specific service bottlenecks mentioned (room quality and employee professionalism), the Hilton Cardiff can improve its service quality and enhance its reputation (ResearchGate, 2025). Monitoring a hotel service improvement plan requires tracking both internal performance and external guest sentiment, using tools like daily review alerts, automated sentiment analysis, and internal audits to check for specifically, maintenance, cleanliness, and service speed. Measure success by tracking the reduction of negative mentions, improvement in Net Promoter Score, and faster response times to complaints (ResearchGate,2026)
 
Key monitoring strategies

· Daily review management: Monitoring TripAdvisor, Google, and Booking.com daily for mentions of service issues to gauge if corrective actions are working (HiJiffy,2024).
· Sentiment analysis and categorization: Use tools to categorize reviews by theme (cleanliness, staff behaviour) and track trends over time to identify if issues are recurring (The Reputation Lab, 2025).
· Internal audits and checklists: Implement daily or weekly audits focusing on cleanliness, room amenities, maintenance and staff empathy to catch the problems before they lead to negative reviews (Action Audit, 2025).
· Post-stay surveys: Send surveys directly to guests after checkout to gather feedback on specific service areas before they post online (Experience CRM,2024).

Key metrics for improvement

· Average rating and review sentiment: Track improvement in overall rating and an increase in positive sentiment phases.
· Complaint frequency: Measure the reduction in complaints related to specific, targeted issue (e.g., housekeeping speed or attitude).
· Response time and quality: Ensure staff are empowered to resolve complaints instantly and monitor the speed at which management replies to online reviews.
· Guest retention rates; Track returning customers as a sign of restored confidence. (The Reputation Lab,2025).

Actionable monitoring tools

·  Reputation Management Systems: Use platforms to alert you immediately about new reviews on Google, Facebook, Booking.com, and TripAdvisor.
· PMS integration: Integrate guests feedback tools with Property Management System to connect complaints to specific guests stays and service departments (reference-global.com,2025)

Action plan
	Nr
	Problem
	Solution
	Desired Outcome
	Time scale
	Completion Date
	Planned Budget

	1
	Inconsistent service delivery
	Invest in human capital/Staff training programme
	Improved staff performance will lead to more consistent service delivery, directly addressing the issue of negative guest experiences

	12 months
	01.05.2027
	£2000- £3000







	2
	Negative reviews
	AI tools /Guests Feedback System Improvement
	Increased customer satisfaction can lead to higher retention rates and positive reviews, ultimately improving revenue.
	6month
	01.11.2026
	£500- 
£1000

	3
	Brand reputation
	Service Standardisation Procedures/ Quality over quantity
	Ensure consistency in service delivery, maintain guests' satisfaction, service standards, and improve brand reputation. 
	3month
	01.08.2026
	£300-
£500

	
	Total
	
	
	
	
	£2800
£4500




Conclusion 

The report has made it a discussion on multiple segments or departments of organisational consultancy. The report has also chosen an organization from the hospitality industry which is Hilton Cardiff located at Greyfriars Road at Kingsway (Agoda.com, 2026). The identification of the roles related to a management consultancy along with initiating a project that is strategic for an organisation. Systematic analysis related to data has been produced as well, which critically evaluates all types of assumptions and arguments. Appropriate and realistic conclusions are drawn to provide informed and sound judgements. The issues identified are being faced by Hilton Cardiff, and the ways in which it is impacting the chosen hotel. The report has also presented the causes, along with the feedback, reputation, income, and scope along with their issues are well discussed and represented. Further analysis and discussions on this are provided, which are further supported by various statistics and use of data, the information provided here is all up to date. The report consists of research methodology along with sources, various and several sources are utilised as well to support the given data. The STEEPLE analysis is attached to this report, which includes various external factors contributing to other hindrances to Hilton Cardiff.  A SWOT and a TOWS analysis have been used to evaluate the issues, the good practices and the future potential of the Hilton Cardiff businesses. After conducting an internal and external evaluation, Business Action Consulting report concludes that the success of Hilton Cardiff hinges on closing the gap between its premium physical assets and its fluctuating service delivery. While the hotel boasts a superior location and the backing of a massive global brand, the report reveals that inconsistent service and maintenance lapses are its most significant strategic vulnerabilities. In an era when travel market prioritizes “human connection” and “purposeful travel”, these weaknesses directly undermine the hotel value proposition. It is recommended that Hilton Cardiff culture shift from a “facility-first” to a “service-first”, by focusing on service as on a product offered to the guests (Forbes,2024). Also, Business Action Consulting report suggests to the Hilton Cardiff hotel a proactive recovery approach by utilising AI and real-time feedback loops to identify and fix guests issues during their stay and, in this way, to prevent brand erosion on social media. Regarding of meeting guests' expectations and avoid guests' dissatisfaction which my translate into bad reviews, the consultancy report suggests leveraging the brand. By leaning into the 210 M + Hilton Honors members, the hotel can build a “buffer” of loyalty, provided it meets the baseline criteria of a 4-star luxury stay. Ultimately, Hilton Cardiff has the foundation to remain a market leader, but only if it treats operational consistency as its highest priority for 2026 (Stories from Hilton,2026).  Business Action Consulting company want to thanks to the Hilton Cardiff Hotel management team for their support and transparency offered during the report investigation. The consultancy team hopes that the report is as accurate as its seems and hopes that will be helpful for the hotel to raise the profile of their businesses. Consultancy company want to assure the hotel about their availability at any time if hotel will have additional questions and need help and thank about the trust and opportunity offered based on this collaboration. 
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