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[bookmark: _Toc199729144]Executive Summary: 
The Hilton London Kensington is owned by Hilton Worldwide Holdings Inc., which is a well-known name in the world of the hospitality industry, and is strategically placed in the West London area, the park of Holland Park, to cater for a range of leisure and business customers. Being located near major tourist attraction sites like the Westfield shopping Centre and major transportation facilities like the Shepherd's Bush Station presents the hotel as a convenient and preferable option for both local and international tourists. Being a part of the wider Hilton property in the city of London, including the adjacent hotels such as Hilton London Metropole and Hilton Bankside, Kensington property becomes an excellent addition to the Hilton presence in the city whose international status as a business, cultural, and tourist hub is widely promoted (Elsie, 2019).
Although these are the attendant benefits, Hilton London Kensington has experienced an increase in operational problems, which are haing a bad influence its levels of guest satisfaction, online reputation, and revenue performance in the recent past (Hilton, 2017). The major problems were detected on the basis of a thorough research and study, which are: inconsistencies in housekeeping and cleanliness, inefficiency related to the front desk check-in process, and outdated facilities in the rooms. These pitfalls have been repeatedly noted in customer feedback, in-house feedback and competitors' analysis; thus, an urgent, systematic reaction is necessary to redress the situation (Herbane, 2010).
One of the biggest pain points of operation turned out to be housekeeping and cleanliness. Periodic complaints by guests include dirty bathrooms, dirty carpets, musty smells and rooms being ready late. Using root cause analysis, the root causes can be seen to be old-fashioned manual procedures, the absence of digital accountability systems and a shortage of well-trained housekeeping personnel. The McKinsey 7S model also exposes a gap between current systems, the capabilities of the staff, and the performance standard. 
The second fundamental problem is with the front-desk operations of the hotel. Wait lines, non-flexible rules, and erratic service have contributed negatively to the check-in dilemma, which is of primary importance when it comes to a first impression. The complaints refer to the delays in the process, especially during rush hours and the lack of solutions with modern technologies (Aktepe and Demirci, 2024). According to the STEEPLED analysis, it is noteable that technological and societal tendencies drive the hospitality industry to digital and contactless services; yet, the infrastructure and staffing areas of Hilton Kensington are still far from the changes that are taking place.  
The third most severe weakness is the fact that most of the guest rooms are outdated and can no longer satisfy the requirements of travellers nowadays. Visitors have complained of outdated furniture, faulty plumbing and electrical facilities and the lack of up-to-date conveniences like the electronic way of paying. Under the 5 Whys method, it turned out that management is faced with financial problems that have triggered the preference for enhancing communal facilities rather than doing it in-room, which contributed to the increase in guest dissatisfaction. Results of McKinsey 7S showed that the hotel has high strategic intent of guest satisfaction, yet it does not have the right structural resources and alignment of skills to maintain a constant room standard (Grawitch et al., 2006). It suggests a two-step program of refurbishment, which provides gradual annual redecoration of 100 rooms, beginning with those that are in the worst state, and a corresponding parallel implementation of light cosmetic work (e.g., new lamps, carpets, and repainting). 
These improvements will have an estimated overall cost of approximately 225,200, and this includes the cost of installing the technologies, training, refurbishment, as well as adorning the facility. This is equivalent to the size and the operational turnover of Hilton Kensington and is likely to complement the full investment payment in 18 to 24 months. To overcome these changes efficiently, the report has used two largely accepted models of change management activity, which are the 3-Stage Model developed by Lewin and the 8-Step Model developed by Kotter. These models will help in transforming these models, starting with the unfreezing of the current practices to the adoption of new tools, and subsequent integration of changes within the organisational culture and processes (Aycan et al., 1999). 
Performance monitoring will also be essential to make sure that improvements will be sustainable, besides the strategic implementation. The measure of success will be implemented on a Balanced Scorecard scale, where it will be measured as financial, customer, internal processes, and learning perspectives (Hill and Brierley, 2017). Return guest rate, the length of time to respond to maintenance, and staff training hours will provide the full picture of the progress. To complement this, 360-degree feedback mechanisms such as employee surveys, customer check-out surveys, manager assessment and emotive analysis on sites will allow constant performance evaluation and dynamic changes (Glion, 2023).
[bookmark: _Toc199729145]In quality management terms, Hilton Kensington will be at an advantageous position by implementing philosophies governing the Total Quality Management (TQM), most notably in the customer focus approach, continuous improvement and interdepartmental cooperation. As this report indicates, the Hilton London Kensington has instances of operational inconsistency that threaten to compromise the reputation and profitability of the hotel that has existed since its inception. Nevertheless, with well-formed, evidence-based approaches to these issues, the hotel will be able to noticeably improve its visitors' experience, its internal operations, and re-establish its competitive position in the highly competitive London hospitality sector (Hilton, 2023).
Introduction
This consultancy report is focused on current operational issues at Hilton London Kensington, which is a four-star property in the Hilton Hotels & Resorts brand. In the prestigious Holland Park district of West London, the hotel is a handy place to stay for both business and leisure trips. Hilton London Kensington, which uses its excellent location and previous Hilton ties, has seen a drop in guest satisfaction over the past few years (Hilton, 2022). Problems with the level of cleanliness, efficiency at the front desk and the decor in the rooms are why the hotel’s reputation and guest loyalty have decreased. Because London’s hospitality sector is very competitive and guest expectations are always rising, these service gaps heavily threaten both strategy and daily operations (Calver et al., 2025).
In 1973, Hilton London Kensington opened, and it was revamped in 2006. There are 601 air-conditioned guest rooms, all of which are made to be modern, bright and roomy. The hotel is nearby to the Westfield London shopping centre and 5 minutes from Shepherd’s Bush Underground Station, helping guests get to the main areas of Central London easily. Staying at Hilton London Kensington includes access to a fitness centre, sauna, the services of a concierge, the option to bring pets and free Wi-Fi all over the hotel. Meetings and events can be held in any of the 10 meeting rooms, the large atrium or with the help of a team that will provide custom menu options (CVENT, 2021).
Accessibility is important at the hotel, so it is designed with mobility features everywhere for the benefit of all guests. Though it is one of Hilton’s major assets in the UK, some recent criticisms indicate that its potential is being limited by certain performance problems (Sabharwal, 2014).
[bookmark: _Toc199729146]Consultancy Firm:
ApexEdge Hospitality Consultants, a firm dedicated to changing hospitality into more successful businesses, prepared this report. In the UK, ApexEdge is respected for focusing on clients’ needs and using data-driven approaches combined with industry experience. The company has supported many hotel chains in the UK with services covering better service, enhancing guest experience and improving the workforce. ApexEdge values creating visible and lasting success that follows Hilton’s brand values and the unique factors of its markets, so Hilton London Kensington continues to rely on it (Hotel Management, 2024).
[bookmark: _Toc199729147]Purpose of the Report:
The major purpose of this report is to inspect and analyse three problem areas at Hilton London Kensington: how bedrooms are kept clean and housekeeping services, the guest check-in procedure at the front desk and the condition of the rooms themselves. These issues have appeared many times in the comments of customers on the booking.com app. Because of these operational problems, people are becoming less happy with the brand and its value cannot be guaranteed where other similar companies are available in large numbers (Tucker et al., 2002).
[bookmark: _Toc199729148]Analytical Frameworks Used:
Several tested frameworks for strategic analysis will be used in this report to study these issues in detail. To deal with and diagnose these matters, the report applies the following strategic models:
· McKinsey 7S Model: To examine whether structure, systems, skills, staff, style, strategy and shared values are not aligned, which might be at the root of these challenges.
· 5 Why Approach: It allows for examining the noticeable issues (cleanliness complaints) to learn about the real reasons (gaps in staff studies and not enough supervision).
· Six Sigma (DMAIC): Used as a way to structure changes in processes by addressing main difficulties with a stage for each: Define, Measure, Analyse, Improve and Control.
· STEEPLED: To analyse technological, economic, legal, demographic and social factors:
· SWOT: Assessing strengths, weaknesses, opportunities and threats
Looking at different Change Management Models
· Kotter’s 8-Step Change Model 
· Stakeholders Communication Plan
· Lewin’s model
[bookmark: _Toc199729149]Issue Analysis
The report identifies the main challenges for Hilton London Kensington. By relying on analytical methods, comments from customers and knowledge of the industry, the focus is on determining the core reasons for the gaps and what influences them from both outside and inside the organisation. The results will drive the strategic planning and recommendation steps described in this report.
[bookmark: _Toc199729150]Issue 1: Housekeeping & Cleanliness Concerns
[bookmark: _Toc199729151]Customer Review Insights
Negative Sentiment Examples:
· “Nothing, it was very dirty. Rooms were a mess. The toilet is small, sink was broken. No space in the room. The bed was small, with sheets smaller than the bed. Could not even sleep properly. The hotel is very bad, needs a renovation.”
· “The rooms are very small, it feels like a prison cell with blue walls. Carpets are very rough and old. Walls, doors, and wardrobes are all damaged.”
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(Booking.com, 2025)
Positive Sentiment Examples:
· “Breakfast is good with plenty of choice, fresh produce and regularly replenished. The room was adequate, clean, and the bed comfortable.”
· “The room and bathroom were small, but did only paid for a standard room. The carpet outside the bathroom was damp, so there must leak in the shower somewhere. Wardrobe rails are annoying, but nothing that would spoil a weekend break.”
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(Booking.com, 2025)
Although guests appreciate the value, continuous complaints about dirty carpets, stained chairs, broken light fixtures, and filthy rooms suggest that something is amiss with the facility's management (Pitt and Goyal, 2004).
[bookmark: _Toc199729152]Root Cause Analysis questions – 5 Whys
The 5 Whys framework has been used to discover the hidden reasons behind cleanliness issues:
1. What reasons rooms are not to be cleaned properly?
→ Since rooms are not cleaned regularly.
2. Why does cleaning happen at some times and not at others?
→ Because several housekeeping staff don’t complete basic checks correctly or skip parts of them.
3. What are the reasons checks are sometimes overlooked?
→ Since reliable checklists and systems that monitor things in real time are not available.
4. Why is there no system?
Since manual help is still needed, everything is tracked on paper.
5. Why is it considered a problem?
→ With not enough staff and a lack of thorough supervision, there is little responsibility, and errors are not corrected.
As a result of this analysis, it is clear that the system is affected by old procedures, a lack of proper quality control and less supervision of staff.
[bookmark: _Toc199729153]Issue 2: Slow and Inefficient Check-In Process
[bookmark: _Toc199729154]Customer Review Insights
The first way a guest interacts with the hotel’s service begins during check-in. Many people have told us that at Hilton London Kensington, waits for service are long, staff are not very helpful, and the procedures at reception are slow and disorganised. Although there are generally positive reviews, the negative experiences show that changes are needed (Booking.com, 2025).
The check-in experience is often the first point of contact between the guest and the hotel’s service culture. At Hilton London Kensington, many recent guests have reported frustration with long wait times, unaccommodating staff, and a lack of streamlined processes at the front desk. While some reviews reflect positive encounters, the negative feedback suggests persistent systemic issues.
Negative reviews:
· “Room not ready, asked to wait two hours after check-in time.”
· “Upon checking in at the hotel, we were unexpectedly informed that the establishment was fully booked, despite having received a booking confirmation.”
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(Booking.com, 2025)
Positive Sentiment Examples:
· “I was going to leave a bag at noon but was given an early check-in, which was most welcome.”
· “We are especially grateful for granting us the late check-out as our flight was at 7 pm.”
[image: A screenshot of a computer

AI-generated content may be incorrect.]

[image: A screenshot of a email

AI-generated content may be incorrect.]
(Booking.com, 2025)
As a result of missing digital technology and staffing forecasts, the front desk suffers from less happy customers. 
[bookmark: _Toc199729155]STEEPLED Analysis:
	Factor
	Impact on Hilton London Kensington

	Technological
	The hotel does not provide self-service check-in kiosks or mobile check-in through apps, and the hotel’s software for managing bookings is out of date, causing issues with slower room assignments (Kaurav et al., 2020).

	Economic
	Post-COVID budget constraints have limited the hotel’s ability to invest in front-desk tech upgrades or expand staffing levels.

	Legal
	Because of GDPR, some areas find it difficult to scan or store digital IDs quickly, which complicates the check-in procedure.


	Demographic
	Some ageing guests prefer human service over technology, which results in more customers and longer lines.


	Social
	Hotels have to deliver fast, contactless services because guests expect them.


[bookmark: _Toc199729156]Issue 3: Outdated Room Facilities
[bookmark: _Toc199729157]Customer Review Insights
Customer reviews play an important role in helping the company learn about what the customer expects. How modern and well-kept the guest rooms are is very important for guests and strongly affects their satisfaction and loyalty to the hotel (Marneros et al., 2020). Guests who have recently stayed at Hilton London Kensington say the rooms need updating, which is negatively impacting the hotel’s prestige as a 4-star property.
Negative reviews:
Reviews regularly state that the rooms lack upgrades and require urgent renovation, and, as a result, they seem less appealing compared to other UK and European hotels and budget-friendly chains, which are thought to have more modern and usable rooms.
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Positive reviews:
Some guests are happy with the hotel’s attention and individual service, which includes gifts and a warm note when they stay for a special reason. 
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(Booking.com, 2025)
[bookmark: _Toc199729158]Root Cause Analysis questions – 5 Whys
To find out why the room facilities are outdated, the 5 Whys technique is used.
1. What makes rooms old-fashioned?
The refurbishment program has hit some delays.
2. What causes delays in refurbishment?
The hotel focuses on improving public areas, such as the lobby and event venues, more than guest rooms.
3. What makes rooms receive less focus than other activities?
The lack of budget requires that it should be used wisely, mostly on noticeable places that shape the customer’s first impression.
4. What possibilities might account for the limitation of the budget?
Costs are high to operate, and money earned from hotels has been unpredictable, mainly because of the influence of COVID-19 (Stories from Hilton, 2020).
5. Why do companies often have unpredictable income?
Because of complaints and bad reviews, fewer guests keep returning, lowering the reliable sources of income.
[bookmark: _Toc199729159]McKinsey 7S Model:
Reviewing the matter using the McKinsey 7S framework allows to spot when there are misalignments inside the organisation that impede proper upkeep and modernisation of the room facilities
Strategy:
The recent plan for capital expenditure (capex) at Hilton London Kensington is centred on improving areas such as the lobby and places for meetings and events, which are considered vital for attracting corporate clients and event bookings. Unfortunately, by focusing on this, the importance of upgrading guest rooms is missed, and this affects both the daily enjoyment and future satisfaction of guests (Hyunjeong, 2012).
Structure:
Because the engineering and maintenance staff is not very large, the hotel is limited in its speed of repairs and ability to do ongoing renovations. Because there are not enough staff, petty issues might take longer than guests would like, which decreases how guests see the quality of their rooms.
“Couldn’t get my suitcase out without putting it on the bed, and I had to jump around to get what I needed. A lack of space at an airport means both leisure and business travellers have to cope with less comfort and ease.”
It is also troubling when hotel payment systems cannot accept Apple Pay, which can bother guests who prefer to pay with this service. It reflects a problem more generally seen in the technology used for room services.
Skills:
There isn’t an in-house team in charge of refurbishments; instead, the hotel gets external contractors. Because of this organisational pattern, making renovations quickly is more challenging, and it is not possible to assess and handle facility problems ahead of time. Since they do not have much on-site refurbishment experience, the hotel finds it hard to make step-by-step or urgent changes efficiently (Alemar, 2024).
Systems:
Not following a scheduled preventative maintenance program increases the damage to the room areas. Responding to guest issues or noticeable damage is usually how maintenance acts, rarely looking ahead to solve problems before guests notice.
Having similar principles:
Even though Hilton guarantees an enjoyable experience in all its hotels, the high expectations of guest comfort and quality are not always followed at the property level due to pressure on hotel costs and operations (Mondok, 2023).
[bookmark: _Toc199729160]SWOT Analysis:
Strengths:
· An impressive worldwide brand image draws in both business and holidaying tourists.
· Located in Holland Park, which is upscale and has fast access to central London, Westfield and different transportation stations.
· Big hotel featuring 601 spacious rooms with air conditioning (Momondo, 2025).
· Spaces designed and equipped for corporate clients and group events.
· Guests can use the hotel fitness centre, dine on the premises and benefit from features that make everything easier for them.
Weaknesses:
· Problems with operations were noted by complaints from customers regarding their outdated rooms.
· Problems with cleanliness and check-in processes were pointed out in customer reviews (Stories from Hilton, 2020).
· Guests are less satisfied because the place has not upgraded its technology, such as offering self-service kiosks and cashless payment options.
· If there are not enough staff members in housekeeping and maintenance, service suffers.
Opportunities:
· A better guest experience is possible by improving online check-in and adding new room options.
· The pandemic recovery period makes it possible to win back customers by using health safety measures and providing flexible ways to make reservations.
· The rise in hybrid meetings gives event spaces new possibilities.
Threats:
· A high level of competition between luxury and budget hotels, which are both very quick to modernise and offer competitive prices.
· If reviews on the Internet show guests aren’t happy and satisfaction rates vary, the brand gets a reputation problem, and fewer people will want to return (Okeke et al., 2024).
· Economic instability, inflation, and changing rules for travel make it hard for the hotel to remain stable in the market.
[bookmark: _Toc199729161]TOWS Matrix:
The TOWS matrix organises SWOT insights so that strategies can be formed using ideas from both the inside and outside.
Strength-Opportunity (SO) Strategies:
· Since Hilton has a powerful brand and is located in popular areas, using technology like mobile check-in and digital payments for guests can improve convenience and make the hotel stand out from similar places (Schilling, 2017). 
· Maximising the use of event space to gain interest in hybrid events, as people can join in person or remotely.
Weakness-Opportunity (WO) Strategies:
· Improving operations involves redecorating old rooms and having more staff, using the added income the hotel gets from guest loyalty after the pandemic. 
· Developing programs specifically aimed at improving the capabilities and customer service.
Strength-Threat (ST) strategies:
· Promoting the international Hilton brand and all its helpful amenities to fight against competitors by stressing special values like top event spaces and full accessibility (Maditinos et al., 2006). 
· Adopting better online reputation strategies to reduce the impact of negative reviews.
Weakness-Threat (WT) Analysis:
· Improve efficiency in operations using automation and lean methods to cut down expenditures and provide better services, which help the company resist pressures from the economy and competition.
[bookmark: _Toc199729162]Recommendation and change management:
Based on a detailed assessment of the main hurdles at Hilton London Kensington, this section presents ideas for improving how guests are satisfied and how the hotel is managed day to day. The report applies confirmed change management practices to make certain the changes are properly implemented and will remain effective (Cameron and Green, 2019). Budget information and expected advantages are added to help decide the best course of action.
[bookmark: _Toc199729163]Issue 1: Maintenance & Cleaning
[bookmark: _Toc199729164]Recommendations
A system for carrying out daily digital maintenance.
Using a mobile app for room cleaning checklists can help solve the inconsistent housekeeping concerns. The staff would use an app to register and confirm every step they completed (Kuzior et al., 2022). Managers are informed immediately if workers miss or leave tasks unfinished so they can take immediate steps and keep everyone responsible.
Housekeeping Staff Training and Update Program
Built-in refresher classes need to be provided regularly, covering Hilton’s standards for cleanliness and customer care. Reinforcing consistency, paying close attention to every detail and encouraging teamwork will support a better quality of service and raise the pride of staff (Macaulay and Cook, 1995).
[bookmark: _Toc199729165]Estimated Costs
· Digital system licensing (annual): £4,000
· Biannual staff training: £3,000
· Audits absorbed within current staffing budgets
[bookmark: _Toc199729166]Expected Benefits
· 40% reduction in cleanliness complaints within 6 months
· Increased repeat bookings and positive guest reviews
[bookmark: _Toc199729167]Issue 2: Lines at the front desk are too long for most people.
[bookmark: _Toc199729168]Recommendations
Place Self-Check-In Kiosks across the airport.
If multilingual check-in kiosks are placed at reception, queues can be avoided and check-in will go more quickly. The self-service kiosks should allow guests to pay in a range of ways and be easy for everyone to understand.
Revamp the shift by relying on data about traffic.
Study check-in data from the past to find out when there are the most check-ins. Extra staff should be scheduled at the front desk to lower wait times and avoid workers getting tired.
The displays show customers waiting in line.
Placing digital signs in the lobby that show when the next appointment is and how many people are waiting (Schwalbe, 2015). Showing guests everything upfront manages their expectations and cuts down on frustration.
[bookmark: _Toc199729169]Estimated Costs
· Self-check-in kiosks (with installation) cost £15,000
· Software for rota planning with data analytics costs £1,200.
· Screens for showing tasks in queue: £3,000
[bookmark: _Toc199729170]Expected Benefits
· Average check-in time is reduced by 40%.
· Happier customers write better reviews online
[bookmark: _Toc199729171]Issue 3: The Equipment and furniture in the student rooms are aged.
[bookmark: _Toc199729172]Recommendations
Outline the order in which the phases of renovation will be carried out.
With fewer resources, building just 100 rooms annually and beginning with badly damaged apartments will slowly modernise the entire place. It helps spread out big costs instead of paying everything upfront, and it gradually benefits guests (Michelle, 2025)
App Fixes
The hotel can instantly improve guest feedback by switching out old lamps, repainting the rooms and getting the carpets professionally cleaned. Using these cheap changes can make a room look much better.
Maintenance Response SLA (Service Level Agreement)
Setting up and applying service-level agreements (SLAs) for all maintenance requests to guarantee that teams respond within set times (Stories from Hilton, 2024)s. Fast repairs will help avoid small issues from getting worse and improve guest happiness.
[bookmark: _Toc199729173]Estimated Costs
· A yearly refurbishment budget has been set at £80,000.
· Small upgrades made in 601 rooms (~£200/room) added up to £120,200.
[bookmark: _Toc199729174]Expected Benefits
· More guests seem pleased with the reviews, and grievances about facilities are decreasing.
· Premium rooms sold at a higher rate, and a boost in revenue
[bookmark: _Toc199729175]Managing Change for Hilton London Kensington
A planned and orderly change management process is necessary for the updates to be properly carried out at Hilton London Kensington. In large hospitality, to make changes, staff should be guided, and the culture should adjust to support the new rules and routines (Kyriakidou and Gore, 2005). Both the Change Management Model by Lewin and Kotter’s 8-Step Change Model are recognised guides for handling this transformation.
[bookmark: _Toc199729176]The Change Management Model by Lewin
Lewin outlines a three-step process to change: Unfreeze, Change and Refreeze. It allows organisations to get ready for changes, put them into action and ensure they stay around.
[bookmark: _Toc199729177]Unfreeze:
During this stage at Hilton London Kensington, the hotel pays attention to getting the colleagues aware of the need for change. Management ought to let everyone know about the challenges, which are based on information from customer reviews, Booking.com and the hotel’s productivity data, pointing to unhappy guests due to a lack of cleanliness, lengthy waits at check-in and rooms that appear out of date. Because of this honesty, staff feel more dedicated to being part of the change process. It is important for leadership to show why not changing could be harmful and what new experiences could bring (Azhari et al., 2024).
[bookmark: _Toc199729178]Change:
At this point, hotels set up the recommended technology like digital housekeeping lists, self-check-in machines and phased revamps. It is very important to provide staff with training programs so they can use the knowledge and skills required. New technologies and processes can first be tried out in certain departments or floors to make sure they are effective. When employees are regularly supported and kept informed, they are more likely to get on board with the new workflows.
[bookmark: _Toc199729179]Refreeze:
The last part is putting these new practices into regular operations to keep them sustainable (Henderson, 2011). New SOPs should include the updates, and the performance indicators (KPIs) should line up with the updated expectations. Giving gratitude to employees who cope well shows them that their good effort is valued. Auditing and giving feedback make sure there is accountability, improving progress and stopping old habits from coming back.
[bookmark: _Toc199729180]The Change Management Model by Kotter with 8 steps
Eight steps, each joined to the others, make up Kotter’s model for handling organisational change. The model can help Hilton London Kensington gain ground and maintain its transformation efforts.
[bookmark: _Toc199729181]Motivate people by setting a deadline.
· Show that the business needs to improve with the help of customer feedback and lower satisfaction scores. Both staff and managers are motivated to join in on the effort for change (Baum, 2016).
· It is crucial to get a group of people together who support the governance plans.
· Gather and organise a group of key personnel, which includes department heads, senior supervisors and respected employees. Co-designing and getting on board with transformation adds to what they own and how others see their credibility.
[bookmark: _Toc199729182]Set a Goal for the Future
· Set a clear aim by saying “Revitalising Guest Experience, One Room at a Time,” which describes the company’s objectives and everyone’s role.
[bookmark: _Toc199729183]Explain the Vision Clearly:
· Post the vision in easy-to-see places, hold updates with everyone at work, organise daily huddles and distribute newsletters via email to guarantee everyone understands why the change is important (Cummings, 1995).
[bookmark: _Toc199729184]Take action:
· Help team members spot areas where the organisation can improve. With open forums or suggestion schemes, employees feel more in control, less resistant, and their inputs often uncover helpful information.
[bookmark: _Toc199729185]Create Fast Advancements for Management.
· Acknowledge easy wins, for example, by taking pride in refurbishing 20 rooms or decreasing the time needed to check in. 
· Advertising the achievements supports employees and highlights how changes are beneficial (Kralovensky, 2006).
[bookmark: _Toc199729186]Strengthen and Preserve:
· Use what was learned in pilot projects to improve the whole organisation (Atkinson, 1999), 
· Address challenges and avoid issues once everything is fully in place. Through this step, teams do not become idle and start to slack off.
· Declaring that the time has come to adopt a new, different philosophy about economic change (Grissom et al., 2015).
· Involve new processes in the company’s day-to-day routines by revising manuals, updating key performance indicators (KPIs) and updating how promotions are awarded. Integrating change at all steps helps the organisation last for years.
[bookmark: _Toc199729187]Stakeholders Communication Plan
The success of the change initiatives here depends largely on effective communication. Customising engagement approaches based on stakeholder interests and influence in the hotel ensures people are all informed, engaged and supportive of the changes (Freeman and Mcvea, 2001).
[bookmark: _Toc199729188]General Manager: As the General Manager is highly interested in and able to wield much power, they need to be closely managed. The project leader organises weekly meetings to review how far along the work is, what difficulties have appeared and important decisions. When leaders are directly involved, the resolution of problems comes rapidly and with the support of management (Biehl-Missal, 2011).
[bookmark: _Toc199729189]Housekeeping Team: Housekeeping team members are motivated and have medium power because they keep the place clean each day. Helping employees with training sessions and casual chats will encourage them to take responsibility for the new standards of the Hilton hotel (Hilton, 2022).
[bookmark: _Toc199729190]Receptionists: They need a lot of understanding and are medium level, so trainers should introduce reception teams to the kiosk and systems at the outset. Hosting staff meetings and providing internal newsletters will give them the skills to handle guests effectively and manage check-ins (Jeong and Phillips, 2001).
[bookmark: _Toc199729191]Guests: While guests care a lot about the process, they have less say; providing them with details genuinely improves their experience and tempers frustration when things change. Remind guests by email after they check out, and use on-site notices to keep them aware of changes and feedback is encouraged.
[bookmark: _Toc199729192]Maintenance/Engineering: This group’s interest and authority are among the middle range, as they assist with response to maintenance problems and updates to hotel rooms. They receive updates from the dashboards and from regular team talks, which outline what to prioritise and what is due.
[bookmark: _Toc199729193]Hilton Corporate HQ: It’s essential to stick to the company’s global brand standards because of the high interest and power involved. Transparent reporting of monthly supplies provides the data required to support operations and monitor the company effectively (Chopra and Meindl, 2020).
[bookmark: _Toc199729194]Measuring Change Impact
The success of change initiatives can be evaluated at Hilton London Kensington using both a Balanced Scorecard method and 360-degree feedback to ensure a complete look at all areas, including finances, customers, in-house processes and learning.
[bookmark: _Toc199729195]Balanced Scorecard Dimensions:
· Financial metrics like the cost per room upgrade should be tracked to help with budget usage. Similar attention should be given to return guest rates because they show how much better experiences affect the company’s finances (Harris, 2012).
· The average guest satisfaction scores on platforms like TrustPilot to see how well the hotel satisfies its guests.
· Making sure average wait times for repairs are low by examining response times, which enhances how well the business runs (Herbane, 2010).
· Growth & Learning: Checking how many hours each person spends training and the overall team engagement, to see if the workforce is ready for lasting change (Richman et al., 2008).
[bookmark: _Toc199729196]SIX SIGMA (DMAIC) Framework:
Six Sigma’s DMAIC approach gives a clear step-by-step process to handle the cleanliness issues seen at Hilton London Kensington. 
· Define: 	The main aim is to cut down guest complaints about the room’s cleanliness by 40%, paying attention to enhancing guests’ stays and raising satisfaction scores over the next six months.
· Measure: Monitoring how many complaints are received each week and how much time it takes the team to clean every room lets them review and spot trends.
· Analyse: By checking the times when the highest number of complaints occur and by looking at the audit data, management finds out if there’s a lack of staff, poor training or routines not being followed (Claessens et al., 2007).
· Improve: If the digital checklist system is used, managers will be informed immediately when something happens and rotating audits during unannounced site visits keep things fair and effective (Rocha et al., 2021).
· Control: Ongoing control is provided by using logs and reviewing quality each month, which prevents issues and ensures continuous improvement.
[bookmark: _Toc199729197]Summary of Planned Total Cost
It is predicted that around £225,200 will be required for these improvements, which are split as follows:
· Self Check-in Kiosks: £15,000
· Housekeeping Digital System Licensing: £4,000
· Staff Training Programs: £3,000
· Aesthetic Upgrades (lamps, repainting, carpet cleaning): £120,200
· Initial Phase of Room Refurbishment (100 rooms): £80,000
· Queue Display Installation: £3,000
Such an investment demonstrates the size of Hilton London Kensington and a chance for more income from pleased guests returning and recommending the hotel. These improvements should result in a positive return on investment (ROI) in around 18 to 24 months, making these initiatives both cost-effective and vital for the business (Madan and Bhasin, 2016).
[bookmark: _Toc199729198]Action Plan 
	Problem
	Proposed Solution
	Desired Outcome
	Timescale
	Estimated Cost

	Housekeeping & Cleanliness Issues
	Receive alerts from the  supervisor as soon as a room fails the digital housekeeping checklist (Rocha et al., 2021)
	This will reduce cleanliness complaints by 40% and improve room standards
	3–6 months
	£4,000 (annual license)

	
	Conduct biannual staff retraining on Hilton cleanliness standards
	Consistency in cleaning quality and enhanced guest satisfaction (Egeci and Gencoz, 2011)
	First training within 2 months, ongoing biannually
	£3,000 per session

	
	Have supervisors perform audits of random rooms daily to keep everything under control
	Ensure ongoing quality control and accountability (Bram, 2025)
	Immediate, ongoing
	Absorbed within the current staffing

	Slow and Inefficient Check-In
	Add 2-3 self-service kiosks with language options
	Reduce average check-in time by 40%, improve guest flow
	6 months
	£15,000 (installation)

	
	Use data analytics to reorganise shifts so more staff are available during busy check-in periods.
		Train staff twice a year in the expected Hilton cleanliness guidelines

	2–3 months
	£1,200 (software)

	
		Show wait times with screens throughout the area to help customers know what to expect.	
	Enhance customer experience by managing expectations (Beyond Philosophy, 2025)
	3 months
	£3,000

	Outdated Room Facilities
	Execute a phased refurbishment plan, prioritising 100 rooms annually
	Upgraded rooms, better guest satisfaction and enjoyment
	Annual cycles, starting ASAP
	£80,000 per year

	
		Carry out fast and easy upgrades (lighting, paint, carpets) for every room.
	Improve the room ambience immediately
	6 months
	£120,200

	
	Speed up the response to breakdowns by creating a maintenance SLA
			Have a more reliable place to stay by setting maintenance standards
		Immediately after arrival
	No extra cost (reallocation)


With the following action plan, Hotel management can make staff understand how cleanliness affects guest loyalty. Staff development and the use of digital systems will be important at the ‘changing’ phase, and reviews and performance checks will aid. This transition begins by pointing out the urgency over guest discontent, collecting support from the main leaders at the front desk and letting everyone know how the transition will help the business. New technology and acknowledging successes will help the team keep moving (Gill et al., 2006).
[bookmark: _Toc199729199]Conclusion
This consultancy report examines the biggest challenges at Hilton London Kensington and proposes measures to make the hotel more productive and pleasing for visitors. Analysing what customers said, operational details and what other hotels do has revealed three problems: challenges with housekeeping and cleanliness, inefficient check-ins and rooms no longer modern. Using structured methods such as 5 Whys, McKinsey 7S and others, has helped experts see what may be the basis of the hotel’s concerns and what pressures it faces from outside.
Housekeeping played a big role in making guests unhappy, due to inconsistent cleaning routines and little supervision. Since digital tools and structured monitoring are missing, people are not held accountable when needed. A digital housekeeping checklist system, along with routine staff training and occasional audits can help restore the same high level of service, boost cleaning and get guests to trust the hotel again (Anwar et al., 2024).
Processes related to checking in have been pointed out as causing delays in operations and not making customers content. Understaffing at busy times and missing modern solutions for managing the business were found to be the critical reasons why things were delayed (Hiles, 2011). Hilton London Kensington is now using self-service kiosks, improving staff schedules with technology and providing real-time queue displays which are expected to decrease wait time, increase customer satisfaction and match current hospitality trends.
Also, the hotel’s rooms need to be modernized quickly to fulfill the expectations of today’s guests. Because budgets are limited and more is spent on public areas, needed updates to rooms have been put on hold. Attention to the rooms that need it most and easy visual upgrades, along with a faster response to requests for maintenance will boost how the rooms are rated, praised by guests and help the hotel compete better.
Teams must be involved for any change to succeed. Improvement groups with department leaders help members of the frontline staff, supervisors and managers to team up in finding and solving challenges (Pinto, 2014). Everyone in housekeeping, front desk and maintenance feels more ownership and motivation due to this strategy.
In addition, an integrated system makes sure that all departments follow Hilton’s global standards and values. Because of this strong connection among departments, Hilton keeps its services consistent and upholds its brand promise as well as quality standards throughout guests’ experience.
The action plan, supported by important change management methods, will let the hotel manage these changes efficiently and without much disturbance. A balanced scorecard along with a clear stakeholder communication plan are being used to track the organization’s progress, collect ongoing feedback and ensure that all departments are accountable (Bourne, 2015).
ApexEdge Hospitality Consultants is thankful to the management team at Hilton London Kensington for involving them in this project. It has truly been an honor to help the success of this outstanding hotel brand. The consultancy firm is sure that the knowledge and directions provided in the report will assist Hilton London Kensington in improving its guest services, how the company operates and its reputation among consumers.
[bookmark: _Toc199729200]If extra help is needed at any time during implementation or moving forward with plans, ApexEdge Hospitality Consultants will be available to assist in any way. 
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@ Upon checking in at the hotel, we were unexpectedly informed that the establishment was fully
booked, despite having received a booking confiration. This required the intervention of a
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matched the enhanced level of accommodation for which we had paid.
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© Iwas going to leave a bag at 12 noon but was given an early checkin which was most welcome.
@ No tumblers in the Bathroom.
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1 checked them myself on foot.
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Shepherd bush station. Very clean with good housekeeping and friendly staffs.

We are especially grateful for granting us the late checked out as our flight was at 7pm. Thank
you

@ The rooms we had was a little small to place our 2 medium luggages.
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booked, despite having received a booking confiration. This required the intervention of a
manager to secure an altemative room for us. Regrettably, it was unclear whether this room
matched the enhanced level of accommodation for which we had paid.

The condition of the room was profoundly disappointing it was dilapidated, noisy. and not
impeccably clean. Specific issues included stained net curtains and lampshades, a shower head
showing significant wear, ceiling with water damage and a bedside table marred by water stains
indicative of long-term neglect. The work desk was extensively scratched, and the room’s overall
ambiance felt dated and worn.

Additionally, the television was problematic, often displaying a green or red screen, necessitating
power resets as the standby function was non-operative.

The mattress and pillows provided were uncomfortable, the mattress was 5o noisy just to sit on.
Let alone sleeping. contributing to a poor night's sleep and physical discomfort. The room's poor
sound insulation further diminished our experience, s noise from adjacent rooms and the
hallway was intrusive.

The hotel itself appeared outdated and in dire need of refurbishment to meet the standards
typical of more modern establishments within the UK and Europe, such as those offered by
budget-friendly options like Travelodge and Premier Inn. Furthermore, some of the hotel’s
payment facilities did not support Apple Pay, which was an inconvenience.
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© Me and my husband stayed for two nights on our mini-moon in London, and upon arrival to our
foom the staff had left a bottle of wine and some truffles on the desk. as well as a handwritten
note to congratulate us on our marriage. Such a lovely surprise which definitely elevated our
experience from the first moment. The foom was spacious, clean and quiet and the breakfast just
amazing. Location wise it couldn't have been more perfect, not far from Hyde Park and subway
station only a few minutes’ walk from the hotel. Staff very friendly and helpful. We made some
amazing memories from our trip, and will definitely be coming back to this hotel in the future.
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hotel is very bad needs a renovation

@ The rooms are very small feels like a prison cell with blue walls carpets are very rough and old
walls and doors and wardrobes are all damaged
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@ Room and bathroom were small but did only pay for a standard room. The carpet outside
bathroom was damp so must have a leak under the shower somewhere. Wardrobe rails
annoying as they are narrow but nothing that would spoil a weekend break!
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