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Executive Summary
This consultancy report gives a detailed description of Hilton Cardiff, a four-star hotel in the centre of Cardiff, UK. First, the key challenges that impact a hotel’s profitability, image and future are detected, and suggestions on how to tackle them should be provided. Using tools such as STEEPLED, SWOT and TOWS, the report examines the influences on the hotel and provides helpful suggestions to improve the company’s performance, increase earnings from various sectors and keep customers satisfied. With its 200 rooms in an ideal city spot, Hilton Cardiff has a superior brand name that gives it an advantage in serving guests. At the same time, the hotel is faced with high challenges, including higher costs due to higher prices in energy, wages and ineffective supply networks. The increased strains have squeezed profits, which have affected the company’s overall results. As the hotel still depends on retro room revenue, it is not as flexible as others when bookings drop during hard times or slow seasons. Comment by guests also points out that hotels should enhance facilities and communicate more online, as customers look for more dynamic services nowadays. According to the STEEPLED analysis, there are many external factors that drive Hilton Cardiff’s success. Inflation and increasing salaries make it one of the biggest challenges for operating a business. Improvements in technology are leading guests to prefer experiences that are customised and technology-based. As green sustainability is important to many tourists, Hilton Cardiff needs to continue updating its services in order to address this concern. On top of this, events such as Brexit are still having an impact on both tourist behaviours and the safety of the supply chain for hotels. The SWOT analysis reveals that strategic positioning, impressive brand reputation and a wide range of areas, including a spa, fitness centre and conference rooms, are Hilton Cardiff’s important strengths. It also indicates problems that include using old infrastructure, high costs to repair and maintain it and relying on established ways of making money. Next, the TOWS matrix helps form several usable strategies, giving priority to capitalising on new market prospects by using strengths and handling negative influences from the environment.
On the basis of these recommendations, this report outlines a master plan for ensuring Hilton Cardiff’s future growth.
To overcome the issue of increasing energy costs, the hotel should choose energy-saving products such as smart lights, energy-efficient air conditioners and equipment to constantly monitor its energy use, together with water-saving measures and eco-certifications. Such investments may significantly lower energy and water bills, making the hotel appear greener. When investing at least £150,000 up to £300,000, they could expect savings of £70,000 or more within a year. Additionally, the hotel can cut labour costs and boost employees’ productivity by using software and providing cross-training. As a result, there will be less time lost, fewer requirements for overtime and better flexibility every year, saving £30,000. If employees are well trained and developed, it will improve their morale and help retain them, which will keep labour costs constant year after year.
In addition to relying less on only one type of revenue, Hilton Cardiff ought to turn its unused meeting spaces into co-working spaces, build partnerships for wellness packages and add features to their mobile app to make the guest experience more flexible.
These actions will attract visitors, content the guests and encourage them to stay again. Setting up the investments is about £100,000 to £135,000, and it is possible to quickly gain a good number of profits in the first year. In addition, the idea is to update the public and guest spaces to fix concerns that the facilities are outdated. Upgrading interiors, installing smart rooms and building advanced technology will make guests happier, help charge more and boost the hotel’s occupancy. Spending around £600,000 over several years will have positive outcomes such as higher average daily rates and faithful guests.
To enhance the reliability of their supply chain, Hilton Cardiff needs to find additional suppliers, focus on purchasing nearby and sign long-term contracts to keep costs stable and control its finances.
The suggestions should be implemented effectively, involving stakeholders, rolling them out gradually, educating staff and monitoring success. To survive and succeed over time, leadership, staff empowerment, and a healthy culture will all be vital.
KPIs such as energy use, how productive the workforce is, diversity in income streams, how pleased guests are and supply chain performance will be tracked to measure development and where positive results come about.
The report provides Hilton Cardiff with a clear strategy that guides its actions, helps grow its profits and ensures its fierce market presence is kept. Ensuring the hotel is energy-efficient, hiring the right staff, seeking options to generate alternative income, refurbishing existing rooms and having effective and flexible supply systems can allow it to maintain growth in the ever-changing hospitality industry.


[bookmark: _Toc198555726]Introduction
Hilton Cardiff is a highly rated luxury hotel in the heart of the Welsh capital, Cardiff, United Kingdom (Hilton, 2025). It was opened in 1999 and has since become one of the leading hotels in the hospitality industry, providing a combination of modern luxury and traditional hospitality (Hilton, 2025). It features a city-centre Kingsway position directly across from Cardiff Castle, one of the city’s most recognisable landmarks, and within walking distance of major attractions such as the Principality Stadium, St. David’s Shopping Centre, and National Museum of Wales. There are 197 spacious guest rooms and suites available, from standard to deluxe and executive, all of which have facilities to appeal to business and leisure travellers (Conference Hotel Group, 2025). With its huge complexes ranging from a health club, spa, indoor swimming pool to a range of restaurants, the Hilton Cardiff strives to offer a luxury hotel guest experience and is a welcoming addition to Hilton’s worldwide portfolio.
However, as with most companies in the highly competitive hospitality industry, Hilton Cardiff has serious issues. One of the most prominent issues faced by the hotel industry currently is increasing operating expenses, fuelled by high energy costs, rising labour cost pressures, and continued supply chain disruptions (Yu et al., 2021). This challenge is extremely pressing because it impacts the profitability of the hotel and its capacity to sustain high standards of service levels, an important driver in ensuring customer retention in order to ensure ongoing loyalty in a very competitive market. Unless it is managed effectively, these expenses would undermine profitability margins, constrain investment in improving the experience of the guests, and ultimately impact the long-term financial viability of the hotel.
To solve this pivotal issue, Hilton Cardiff has hired Deloitte UK, an international consulting services company renowned for its expertise in strategy, financial advisory, risk management, and consulting. Deloitte has a history of providing fact-driven solutions and practical recommendations to clients in all industries, including hospitality (Deloitte, 2025). With years of experience guiding companies through challenging business climates, Deloitte is well placed to help Hilton Cardiff maximise cost-reduction activities, improve operational effectiveness, and remain profitable despite the adverse economic climate. Deloitte’s strategy is supported by robust analysis and creative problem-solving, resulting in clients being provided solutions crafted with high care to their strategic needs.
To analyse Hilton Cardiff’s increasing cost of doing business appropriately and implement efficient mitigation measures, this report shall employ a combination of established analytical models. STEEPLED Analysis will give a macro-environmental assessment, considering Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic considerations affecting the cost of running the hotel. A wide-angle view is important in recognising the external factors that drive up costs. SWOT analysis (Strengths, Weaknesses, Opportunities, Threats) will provide an in-depth internal analysis and will determine Hilton Cardiff’s key strengths and weaknesses, as well as external opportunities and threats. The analysis is required to connect the strategic response of the hotel with its internal abilities. Also, the TOWS matrix will be employed to develop strategic options through cross-matching internal factors (Strengths and Weaknesses) with external factors (Opportunities and Threats). It will assist in prioritising action that can sufficiently cut costs while capitalising on the competitive strengths of the hotel.
Combining these models together will offer an overall analysis, which will facilitate a deeper understanding of cost pressure drivers at Hilton Cardiff and guide cost control strategy development for successful implementation. This will not just address short-term finances but also set the hotel up to be sustainable in the long term in an ever-evolving hospitality marketplace.
In the next sections of this report, the detailed analysis from these frameworks will be given, and this shall be followed by some action-based recommendations for minimising operating costs while maximising overall efficiency and guest satisfaction in Hilton Cardiff.
[bookmark: _Toc198555727]Analysis
[bookmark: _Hlk200838692]Hilton Cardiff, a high-end luxury hotel in the centre of Cardiff, Wales, is confronted with significant challenges due to escalating operational costs. These rises in expenses, driven by factors such as increased energy prices, labour costs, and supply chain disruptions, pose threats to the profitability as well as the quality of services of the hotel. This analysis delves into the causes and impacts of these cost increases, supported by current data and industry insights, and employs strategic frameworks to identify potential solutions.
[bookmark: _Toc198555728]Key Issues Impacting Hilton Cardiff
1. Rising Energy Costs
Energy expenses have gone through the roof in the UK, and hospitality companies are among the most severely affected. The domestic energy price cap is projected to rise by up to 3% in April 2025, significantly impacting hospitality businesses (Andi Jacobson, 2025). Hotels, including Hilton Cardiff, face combined gas and electricity bills averaging £2,145 per month (Modern Hospitality, 2024). Increases put pressure on finances and could lead to increased room prices, which could put off price-sensitive customers.
2. Labour Cost Inflation
Labour costs have increased due to policy pressures and market forces. In April 2025, the UK hospitality industry faces significant challenges from above-inflation increases in employer National Insurance contributions, the minimum wage, and property rates. Hotel payroll per available room costs have increased from £44.59 to £47.57 year-on-year (Rsm UK, 2025). These increases challenge Hilton Cardiff’s ability to maintain service standards without further price hikes.
3. Supply Chain Disruptions
Challenges of post-Brexit global international trade and supply chain problems have resulted in delays as well as additional costs in acquiring goods (Smith, 2025). The delays impact ready availability and the cost of basic products, which further affect service delivery.
4. Feedback and Reputation
Though Hilton Cardiff has a good reputation, some areas of improvement have been noted by some guests. Feedback highlights the need for facility upgrades to meet modern expectations. Improving these concerns is vital to sustaining the hotel’s market position.
5. Revenue and Occupancy Challenges
The UK hospitality sector recovered to near pre-pandemic occupancy levels and enhanced profitability despite increasing costs. However, the rise in operating expenses threatens to derail the recovery.
[bookmark: _Toc198555729]STEEPLED Analysis of Hilton Cardiff (Hospitality Sector Focus)
STEEPLED analysis is important as it helps organisations assess external factors affecting their operations, guiding strategic planning and risk management for long-term success (Siakas et al., 2023).
	Factor
	Description
	Impact on Hilton Cardiff

	Social
	Social trends encompass demographic shifts, lifestyle changes, consumer behaviour, and societal values.
	1. Increasing demand for sustainable and eco-friendly services: Contemporary consumers, particularly the Millennials and the Gen Z, consider the environment while making choices about accommodations (Yooncheong, 2023). Hilton Cardiff must respond to that by offering green services to attract such customers.
2. Health and wellness focus: Increased emphasis on health tourism increases demand for wellness services, including gyms, spas, and healthy restaurants, which will be spurred on by investing in infrastructure and training the workforce.
3. Changing travel patterns: In the post-pandemic era, tourists opt for “staycations” and domestic tourism more frequently, affecting occupancy levels and peak seasons. Hilton Cardiff stands to gain but must adapt its marketing and services accordingly.
4. Social media influence: Customers are largely affected by customer online reviews and social media (Tobon and García-Madariaga, 2021). Negative comments regarding service or price because of higher price can prove detrimental to Hilton’s reputation. Monitoring of guest experience and online reputations continually is important (Song et al., 2022).

	Technological
	Advances in technology influence operational efficiency and guest experience in the hospitality industry.
	1. Digital transformation: Guests need simple digital conveniences such as mobile check-in and check-out, smart room management, and personalised apps (Iranmanesh et al., 2022). Hilton Cardiff will need to do technology upgrades in order to deliver such an expectation and remain competitive.
2. Energy-efficient technologies: Intelligent energy management systems will lower the utility cost, which is an important aspect with rising energy prices. Investment in this area is important in an effort to counterbalance cost escalation of running the business.
3. Data analytics and AI: Use of guest data for targeted marketing and business optimisation will enhance occupancy and revenue management (Anubala, 2023). Deloitte UK can assist in the strategic rollout of IoT technologies.
4. Cybersecurity concerns: Investments in additional technology, are responsible for the creation of threats to data breaches, necessitating investment in secure IT infrastructure for the protection of guest data and the regulations (Aslam et al., 2022).

	Economic
	Economic factors include inflation, disposable income, currency fluctuations, and economic growth.
	1. Inflation and cost pressures: Higher UK inflation rates exist, with the Consumer Price Index (CPI) sitting at approximately 4-5% in 2025 (Office for National Statistics, 2025). This increases the cost of goods, services, and wages, further eating into Hilton Cardiff’s margin.
2. Wage inflation: Rising National Minimum Wage and National Insurance payments raise the cost of labour, an important hotel operating cost factor (Lin et al., 2023). The UK hospitality wage bill per bedroom has seen annual rises of 6-8% (Office for National Statistics, 2025).
3. Currency fluctuations: GBP volatility due to Brexit impacts inward tourism (Jimenez, 2021). A lower pound can bring in overseas visitors, while an appreciating pound can keep them away. Hilton Cardiff must reprice and promote accordingly.
4. Economic uncertainty: Trade difficulties associated with Brexit and worldwide economic downturns pose a risk to business planning and affect investment and consumer optimism (Casadei and Iammarino, 2021).

	Environmental
	Environmental factors include climate change, regulations, and sustainability requirements.
	1. Rising energy costs linked to environmental policies: The UK government has made carbon emissions more regulated, and hotels have been forced to invest in energy efficiency (Chan, 2021). Hilton Cardiff will need to replace heating, lighting, and water infrastructure to remain compliant and lower its spending.
2. Waste management: More environmental consciousness requires more stringent waste reduction and recycling practices. Training, working processes, and potentially higher costs in the short term are called for.
3. Extreme weather: Climate change enhances the risk of storms and flooding in the UK, which may interfere with operations and impact facilities (Rising et al., 2022). The location of Hilton Cardiff in the city centre reduces risk, but that contingency plans are in place is of higher concern.
4. Green certifications: Obtaining and retaining sustainability accreditation (Green Tourism Gold) can raise the profile of the hotel and attract environmentally friendly customers (Damiasih, 2025).

	Political
	Political factors include government policies, regulations, and stability affecting the business environment.
	1. Brexit impacts: Continuous regulatory and customs reform impacts supply chains, leading to delays and added costs for arriving supplies utilised in the hotel business, including food, drinks, and comforts (Czinkota et al., 2021).
2. Hospitality sector regulation: Health and safety, labour legislation, and license renewal necessitate compliance actions, which tend to raise administrative costs and burdens. For instance, more stringent food security protocols might necessitate increased staff training and auditing (Barnes et al., 2022).
3. Local government support: Cardiff’s tourism and infrastructure planning policy can be an opportunity. Incentives or grants to encourage energy-saving improvements can be offered to Hilton Cardiff.

	Legal
	Legal factors encompass laws and regulations that affect how businesses operate.
	1. Employment law: Compliance with UK labour law, such as contracts, working hours, and the national minimum wage, is essential. The costs of non-compliance are considerable. Therefore, Hilton Cardiff needs strong HR procedures in place despite pressures on labour costs.
2. Data protection laws: GDPR rules demand tight control of customer data, hence the need for spending on IT security and employee training.
3. Health and safety standards: Having high levels of health and safety lowers legal liability risk but is an ongoing cost of doing business (Rikhotso et al., 2022). The pandemic has increased these levels, for instance, by utilising better cleaning and ventilation measures.

	Environmental
	Ethical considerations relate to corporate social responsibility and fair business practices.
	1. Fair labour practices: Hilton Cardiff has to reconcile profit margins with pay rises and staff welfare, to be required for retention and reputation (Khan et al., 2023). Unethical labour practices will cause negative publicity and reduced morale.
2. Responsible sourcing: Consumers are counting on ethically sourced food and products more and more, forcing the hotel to re-examine supplier relationships and stock.
3. Community engagement: Partnerships or charity work for the benefit of local communities’ support brand reputation and customer loyalty.

	Demographic
	Demographic trends include population age, income distribution, and tourist profiles.
	1. Ageing population: The older UK population could need budget accommodations and specialised services, hence the need for investment in hotel facilities (Cooper, 2022).
2. Diverse traveller segments: Expanding the business-to-business travellers, international tourists, and domestic tourists necessitates diversifying service offerings and promotional strategies to address diverse needs.
3. Generation Z and Millennials: Young travellers value connectivity, experiences, and sustainability, which compels Hilton Cardiff to reimagine and create new solutions in these areas to appeal to such groups.


Table 1: STEEPLED Analysis
[bookmark: _Toc198555730]SWOT Analysis
SWOT analysis is crucial as it helps organisations identify strengths, weaknesses, opportunities, and threats, guiding strategic planning and informed decision-making for competitive advantage (Benzaghta et al., 2021).
	Strength
· Prime location in Cardiff city centre, near key attractions such as Cardiff Castle and Principality Stadium, boosting tourist appeal.
· Strong brand recognition as part of the global Hilton network, benefiting from established loyalty programs such as Hilton Honours (Hilton, 2025).
· Diverse amenities, including a spa, indoor pool, fitness centre, and multiple dining options, enhance guest satisfaction.
	Weakness
· High operational costs due to rising energy prices, labour costs, and supply chain disruptions (Yu et al., 2021).
· Ageing facilities require ongoing maintenance and modernisation to meet evolving guest expectations.
· Dependence on traditional revenue streams, with limited diversification in digital or ancillary services.

	Opportunity
· Increasing demand for sustainable travel and eco-friendly accommodations aligns with global tourism trends (Abdellatif et al., 2024).
· Growth in domestic tourism post-pandemic, creating potential for “staycation” marketing.
· Leveraging technology for personalised guest experiences and operational efficiency.
	Threat
· Intense competition from newer, tech-enabled hotels and budget accommodation providers.
· Economic uncertainty and inflation are impacting discretionary travel spending (Nguyen et al., 2022).
· Regulatory changes, including rising wages and tighter environmental regulations, are adding cost pressures.


Table 2: SWOT Analysis
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	Strengths-Opportunities (SO)
· Leverage prime location and brand recognition to attract eco-conscious travellers through sustainable tourism packages.
· Utilise the Hilton Honours loyalty program to capture increased domestic tourism and repeat business (Hilton, 2025).
· Promote diverse amenities such as a spa and fitness centre as part of health-focused travel packages, aligning with wellness trends.
	Weaknesses-Opportunities (WO)
· Invest in facility upgrades and energy-efficient systems to reduce operational costs and enhance the guest experience.
· Diversify revenue streams by offering digital services, co-working spaces, and wellness packages to attract new market segments.
· Implement digital transformation strategies (smart room controls, mobile check-in) to reduce labour costs and improve operational efficiency.

	Strengths-Threats (ST)
· Use a strong brand reputation to maintain market share despite intense competition from budget hotels and new entrants.
· Build partnerships with local businesses to enhance guest experiences and differentiate from competitors (Prevolšek et al., 2024).
· Capitalise on digital marketing and data analytics to optimise pricing and boost direct bookings, reducing reliance on OTAs.
	Weaknesses-Threats (WT)
· Prioritise cost-control measures and efficiency improvements to counter rising wages and energy prices.
· Focus on staff retention and training to improve service quality, reducing turnover costs amid labour shortages (Stor et al., 2024).
· Strengthen crisis management and financial resilience to withstand economic uncertainties and regulatory changes.


Table 3: TOWS Analysis
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Hilton Cardiff is confronting increasing energy prices, labour, and supply costs. Simple, pragmatic solutions must be implemented to assist the hotel in coping with the pressures. The following is simple step-by-step advice Hilton Cardiff must implement with reference to the Lewin’s Change Model, where change management procedures designed to achieve a seamless transition and create maximum success potential. The need for change is identified, and then mitigating strategies are applied to bring change and to ensure quality control, a standardised audit measure is undertaken (Ellis, 2023). The suggestions are derived from industry best practices and selected according to the size, location, and financial status of the hotel.
1. Key Recommendations
a. Implement Energy Efficiency and Sustainability Initiatives
Issue Addressed (Unfreeze): Increasing energy costs present a significant cost burden.
Recommendation (Change): Hilton Cardiff must invest in holistic energy-conserving solutions, such as smart energy-saving management systems, LED lighting, HVAC upgrades, and low-flow water-conserving devices (Smitt et al., 2021). Additionally, the hotel must seek environmental certifications (Green Tourism Gold) to enhance its sustainable reputation.
Implementation Steps (Refreeze):
1. Perform an energy audit to determine areas of high-priority improvement when it comes to efficiency.
2. Invest in smart meter installation and energy management software for real-time monitoring.
3. Swap out all the fluorescent and incandescent lighting for LED bulbs.
4. Swap out all the HVAC units with efficient units and install smart thermostats (Pang et al., 2021).
5. Install low-flow toilets and faucets to cut down on water usage.
6. Train employees in energy-saving measures and get them involved with sustainability initiatives.
Costs:
1. Upfront investment would be £150,000 to £300,000, depending on the level of retrofitting, something very achievable in a 200+ room hotel such as Hilton Cardiff.
2. Projected savings in energy costs by 15-25% each year, and more than £50,000 per annum.
Benefits:
1. Reduced costs of operation, enhanced green reputation, and greater attraction of ecologically aware visitors (Ijatuyi et al., 2025).
2. Potential for favourable consideration for government grants or incentives for sustainability projects.
b. Optimise Labour Scheduling and Staff Productivity
Issue Addressed (Unfreeze): Increasing labour costs as a result of wage inflation and National Insurance rate rises.
Recommendation (Change): Hilton Cardiff should install workforce management software to optimise scheduling, reduce overtime, and increase productivity. Implementing cross-training staff to perform multiple roles can increase flexibility and reduce the need for temporary workers during peak periods (Streeter et al., 2021).
Implementation Steps (Refreeze):
1. Install advanced labour management software that forecasts demand and schedules accordingly.
2. Conduct skills auditing to identify possible cross-training opportunities for existing employees.
3. Introduce training programmes to cultivate multi-skilling ability among food and beverage, front desk, and housekeeping personnel (González-González and García-Almeida, 2021).
4. Staffing review on a monthly basis compared to occupancy and special events.
Costs:
1. Workforce management software licensing can be perhaps £20,000 annually.
2. Initial training programmes could be £15,000-£25,000.
3. Expected reduction in overtime costs by 10-15%, or approximately £30,000 a year.
Benefits:
1. Increased employee morale and motivation through improvement of skills (Singh, 2023).
2. Reduced labour costs without sacrificing service quality.
3. Greater operational flexibility during periods of fluctuating demand.
c. Diversify Revenue Streams with New Services and Digital Offerings
Issue Addressed (Unfreeze): Hilton Cardiff is greatly reliant on traditional room revenue, with little ancillary service revenue. This kind of dependence exposes the hotel to fluctuations in occupancy and limits its growth.
Recommendation (Freeze): To enhance financial resilience and guest appeal, Hilton Cardiff should develop diversified revenue streams through the introduction of co-working space, virtual events, wellness packages, and high-tech digital services such as mobile check-in/out and in-room smart tech (Bardukova, 2023).
Implementation Steps (Refreeze):
1. Co-working Spaces: Convert underutilised meeting rooms into trendy co-working areas offering day passes and monthly membership options targeted toward local freelancers, remote employees, and business travellers. This generates a steady revenue stream independent of room usage.
2. Wellness Partnerships: Collaborate with local wellness professionals to develop integrated packages of spa treatments, fitness classes, and healthy dining. The amenities appeal to health-conscious travellers and locals, generating repeat stays and cross-selling.
3. Mobile App Development: Invest in developing a user-friendly mobile app that allows easy check-in/check-out, room control, tailored promotions, and direct communication, enhancing convenience and guest satisfaction (Youssofi et al., 2024).
4. Virtual Event Hosting: Promote the facility of the hotel to host virtual and hybrid events to attract business clients with flexible meeting requisites, hence expanding the customer base of the hotel.
Costs:
1. Shared workspace installation may cost £50,000 to £75,000 for technology and furniture.
2. Mobile app development and digital enhancements may be between £40,000 and £60,000.
3. Marketing costs of wellness partnerships are estimated at £10,000 annually.
Benefits:
1. Diversified revenue streams, reducing dependence on accommodation reservations.
2. Improves customer satisfaction and loyalty with new offerings.
3. Attracts new segments of customers, such as local business professionals and business travellers (Alghizzawi et al., 2023).
d. Upgrade Facilities and Guest Experience
Issue Addressed (Unfreeze): Ageing infrastructure and customer feedback indicating the need for modernisation.
Recommendation (Change): Hilton Cardiff will need to put emphasis on revamping accommodation rooms, public areas, and eating spaces, employing contemporary, eco-friendly materials and intelligent technology (Kalefa and Gado, 2024).
Implementation Steps (Unfreeze):
1. Plan for step-by-step renovation, starting with the oldest rooms and public areas.
2. Fit energy-efficient appliances and smart room controls (lighting, temperature).
3. Modernise interior decor to meet contemporary appearances and comfort standards.
4. Upgrade Wi-Fi and add public space charging points.
Costs:
1. Standard room refurbishment £8,000-£12,000 per room for 200+ rooms over 3-5 years, capital expenditure £400,000-£600,000 per annum.
2. Common area refurbishment would cost £200,000-£300,000.
Benefits:
1. Improved guest satisfaction, higher occupancy levels, and premium rate demand (Candra et al., 2023).
2. Differentiation in Cardiff’s growing hospitality sector.
e. Strengthen Supply Chain Resilience
Issue Addressed (Unfreeze): Disruption and cost overruns in procurement.
Recommendation (Change): Hilton Cardiff needs to diversify sources, negotiate medium-long-term contracts, and engage in local sourcing in order to avoid delays and costs.
Implementation Steps (Refreeze):
1. Conduct a supplier risk assessment and identify stand-by vendors.
2. Establish strategic partnerships with local farms and food, and amenity producers.
3. Use bulk purchasing and contract negotiation to secure better terms.
4. Monitor supply chain performance and costs on an ongoing basis (Ghaderi et al., 2024).
Costs:
1. Minimum initial outlay, primarily people’s time for relationship management and bargaining.
2. Possible minimal increase in local purchasing cost offset by reduced transport costs.
Benefits:
1. Reduced supply interruption and steadier costs (Hushtan and Korsak, 2024).
2. Increased local community engagement and marketing appeal.
2. Change Management Strategy
Incorporating these recommendations calls for deep organisational and cultural transformation. Well-designed change management will reduce resistance, enhance buy-in, and facilitate the transition (Burnes, 2014).
a. Stakeholder Engagement and Communication
Identify key stakeholders: The most important stakeholders are department managers, frontline workers, hotel management, suppliers, and customers (Chan, 2021). All are crucial to the success of the change initiative and must be addressed in a proactive way.
Communication plan: They will institute frequent communication in the form of town halls, newsletters, and feedback forums. These media will convey the “whys” of the changes, anticipated results, and timelines, so that transparency as well as confidence is generated (Whittington et al., 2020).
Involve staff early: They can get employees involved right from the beginning, particularly in terms of scheduling and training changeovers. Engagement at an early stage will resolve worries, build ownership, and incorporate valuable staff inputs into the planning process, with less bumpy implementation later on.
b. Training and Development
1. They can create comprehensive training programs covering new technology, green initiatives, and cross-functional capability to equip staff with relevant knowledge and flexibility (Attah et al., 2024).
2. They can adopt a combination of learning through online courses, experiential workshops, and job mentoring to address different learning patterns and promote practical application.
3. They can introduce reward systems to recognise employees embracing changes and bringing positive contributions, which will motivate them and lead to ongoing improvement (Kumari et al., 2021).
c. Phased Implementation
1. They can make changes incrementally in bite-sized pieces without disrupting everything, for example, start energy-saving revamps on one wing before rolling them out hotel-wide, so they can learn and hone based on early returns.
2. They can pilot new services, such as co-working facilities or small-scale health packages, adding customer feedback and honing offerings before going big-scale (Shin and Jeong, 2022).
d. Support Systems
1. They can build a committed change support team to lead and guide employees through change, preventing problems from arising.
2. They can establish secret avenues for anonymous communications, allowing issues to be brought up and resolved quickly (Sadhu et al., 2022).
3. They can leave management doors open to foster openness and develop trust in employees.
e. Leadership and Culture
1. The senior leaders should sponsor the change programs forcefully, showing commitment and a favourable attitude towards change (Ford et al., 2021).
2. They must establish a culture of innovation and change, actively involving staff in new ideas and innovations.
3. Measuring Success and Impact
To measure the impact of these strategies, Hilton Cardiff must put in place proper KPIs and review procedures:
	Area
	Key Performance Indicators (KPIs)
	Review Method

	Energy Efficiency
	Reduction in monthly energy bills (%), carbon footprint measurements (Mneimneh et al., 2023)
	Monthly utility reports, audits

	Labor Optimization
	Overtime hours reduced (%), employee satisfaction scores, turnover rates
	Quarterly HR reports, surveys

	Revenue Diversification
	Revenue from new services (% of total), customer uptake rates
	Monthly financial statements

	Facility Upgrades
	Guest satisfaction scores (surveys/reviews), occupancy rates (Boto-Garcia et al., 2021)
	Monthly guest feedback, OTA reviews

	Supply Chain Resilience
	Supplier delivery times, cost variances, and stockout incidents
	Monthly procurement reports



Table 4: Measuring Success and Impact
4. Potential Benefits
1. Cost Savings: The implementation of energy-efficient solutions such as smart systems and LEDs, along with more efficient scheduling of staff, will save Hilton Cardiff a huge amount of money every year (Barbara et al., 2024). These are preserved through lowered utility bills and reduced overtime, and this will come directly into the profit of the hotel, as well as allow it to reinvest in other parts of the strategy.
2. Revenue Growth: By diversifying revenues in the form of new products such as co-working space, health packages, and better digital products, Hilton Cardiff can achieve a 10-15% increase in non-room revenue in two years. This not only protects the hotel from room occupancy fluctuations but also accesses new customer segments and drives overall business growth.
3. Guest Loyalty: Improving the guest experience with facility refurbishment and embracing going green will enhance Hilton Cardiff’s brand image. Green operations will appeal to the increasing number of environmentally conscious tourists who will provide repeat business and word-of-mouth and online recommendations, both hallmarks of long-term success in a competitive marketplace (Bardukova, 2023).
4. Staff Engagement: Investment in cross-functional and whole-system training increases employee satisfaction and reduces turnover. Happy employees of high capability provide better quality service, leading to a virtuous productivity and satisfaction cycle.
5. Operational Resilience: Supplier diversification and supply chain management optimisation minimise the risk of disruption (Chowdhury et al., 2024). This tactical move ensures quality and availability of products, enabling Hilton Cardiff to continue even in the face of external failure.
5. Cost Considerations and Financial Feasibility
Hilton Cardiff’s turnover and size (usually earning multi-million GBP turnover annually) provide room for moderate capital spending for buffer and long-term development. Phased spending distributes expenditures into smaller portions, which reduces the cash effect on flow:
	Recommendation
	Estimated Investment
	Expected Annual Savings/Returns

	Energy Efficiency Upgrades
	£150,000 - £300,000
	£50,000 - £70,000 savings

	Workforce Management Software
	£20,000 per year
	£30,000 savings

	Staff Training Programs
	£15,000 - £25,000
	Indirect savings through retention

	New Revenue Services Setup
	£100,000 - £135,000
	10-15% revenue increase

	Facility Upgrades (phased)
	£600,000 (over 3-5 years)
	Increased room rates & occupancy

	Supply Chain Management
	Minimal upfront
	Cost stability and risk reduction


Table 5: Cost Considerations and Financial Feasibility
Through the implementation of these suggestions by a well-tested change management process, Hilton Cardiff will be capable of reacting strategically and sustainably to its operational issues (Osei et al., 2023). The hotel not only will save money, but guest satisfaction, revenue diversification, and mitigation of future uncertainties will also be improved. Active leadership, employee motivation, and ongoing monitoring will be pivotal in ensuring successful implementation and long-term advantages.
[bookmark: _Toc198555733]Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time scale
	Completion Date
	Planned Budget

	1.
	High energy costs due to outdated lighting and HVAC systems.
	Upgrade to energy-efficient LED lighting, install smart thermostats, modernise HVAC systems, and implement real-time energy monitoring software.
	15–25% annual energy savings, reduced carbon footprint, enhanced sustainability, and improved guest comfort.
	3-6 months
	December 2025
	£150,000 - £300,000

	2.
	Increasing labour costs and staff turnover.
	Deploy advanced workforce management software and cross-train staff to perform multiple roles across departments to increase operational flexibility (Basnawi, 2023).
	Reduced overtime costs, improved efficiency, and higher staff retention and engagement
	2-4 months
	October 2025
	£20,000 (software) + £15,000 - £25,000 (training)

	3.
	Heavy reliance on room revenue, limited ancillary income.
	Convert meeting rooms to co-working spaces, launch wellness packages, develop a mobile app, and promote virtual events.
	Diversified income streams, increased local and business guest engagement, and stronger brand differentiation.
	6-9 months
	March 2026
	£100,000 - £135,000

	4.
	Guest complaints about outdated rooms and facilities.
	Renovate rooms and common areas using smart technology, sustainable materials, and modern design aesthetics.
	Higher guest satisfaction, improved online reviews, increased occupancy, and potential for premium pricing (Vo et al., 2022).
	12-18 months
	June 2026	
	£600,000 (phased over 3-5 years)

	5.
	Supply chain disruptions are impacting costs and availability.
	Diversify suppliers, build relationships with local vendors, and negotiate long-term contracts to ensure consistency.
	Reduced price volatility, better stock availability, and more resilient supply chain operations.
	3-6 months
	December 2025
	Minimal upfront, primarily staff time

	6.
	Limited digital engagement and reliance on manual guest services.	
	Create a hotel mobile app offering seamless check-in/out, personalised offers, service requests, and smart room controls.
	Improved guest convenience, more direct bookings, and operational efficiency through automation.	
	4-6 months
	January 2026
	£40,000 - £60,000

	7.
	Staff resistance to operational and cultural change
	Implement structured change management training, clear communication strategies, and continuous support systems.
	Increased staff buy-in, smoother implementation of new systems, and stronger organisational culture (Som and Chan, 2024).
	2-4 months
	October 2025
	£10,000 - £15,000


Table 6: Action Plan
[bookmark: _Toc198555734]Conclusion 
The consultancy report has analysed the major issues affecting Hilton Cardiff, most importantly the rising cost of operations and how much it relies on room sales alone. A solid understanding of the factors that affect the hotel’s operation, both from within and without, has been gained by analysing the STEEPLED, SWOT and TOWS frameworks. Studies revealed that the Hilton Cardiff is dealing with major issues due to increased energy bills, labour charges and interruptions in the supply chain. As a result, the hotel’s profit and its standing among hotel service providers in Cardiff are both compromised. Moreover, since the hotel relies on a small number of revenue sources, it is at greater risk from changes in how many guests stay and from general economic changes. Customer and guest feedback indicated that improving facilities and technology is necessary to meet the expectations of guests and maintain the trust of customers. Positively, Hilton Cardiff benefits from a strong brand affiliation with Hilton Hotels, a prime city centre location, and a solid reputation for quality service. These strengths help create a firm base for improving the company’s strategy. 
The hotel’s commitment to sustainability, staff development, and guest experience enhancement were also identified as vital pillars for future growth. To solve these issues, the report suggests adopting multiple measures, among them being the use of energy-saving technologies to lower energy expenses. Implementing new workforce management methods and cross-training programs to improve labour efficiency, offering different kinds of shared work and wellness spaces, holding virtual events and gradually modernising the facilities to meet today’s standards. Also, companies should rely on some suppliers locally and choose others from different areas to lower the impact of changing prices. With the understanding that successful implementation to a great extent relies on employee readiness and commitment within an organisation, the report also provided a comprehensive change management model. These consist of phased implementations, stakeholder involvement, regular monitoring of performance indicators to determine the effect of such programs, comprehensive staff training, and mass training of staff. An action plan was developed to give Hilton Cardiff a clear direction, priorities, schedules, anticipated returns, and budget. The plan provides hotel management with the ability to make well-informed decisions and allocate resources strategically in a way that ensures maximum return on investment without generating excessive disruption to routine operations.
Finally, we would like to sincerely thank Hilton Cardiff for the opportunity to collaborate on this important project. It has been an honour to be able to work with such a reputable hotel and help provide it with further success and sustainability. We are grateful for the hospitality and cooperation of the hotel management and employees throughout the process of research and analysis. We believe that with the application of the suggested measures, Hilton Cardiff will not only restore its current position but also enhance its market position, improve guest satisfaction, and ensure sustainable growth over the next few years. We eagerly look forward to the future prospects of continuing to cooperate with Hilton Cardiff and developing this profitable cooperation. Thank you again for the chance to carry out this consultancy project.
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