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[bookmark: _Toc201239292]Executive Summary
This consultancy report presents a comprehensive evaluation of Hilton Vienna Park Hotel’s operational performance, service quality, and strategic alignment. Commissioned by the hotel's senior leadership, the project was conducted by Strategic Hospitality Consulting (SHC) to identify key inefficiencies, uncover root causes, and recommend viable, evidence-based strategies for operational improvement and long-term success. The report addresses issues affecting guest satisfaction, staff performance, and technological infrastructure, all of which have compromised the hotel’s ability to deliver services in line with its premium brand positioning. 
Hilton Vienna Park, located in the heart of Austria’s capital, is a flagship property of the globally renowned Hilton brand (Goddard Littlefair, 2021). With 579 rooms and an average occupancy rate of 75%, the hotel caters to a mix of business and leisure travellers. Despite commanding premium rates, the hotel has seen a noticeable decline in guest satisfaction. Complaints regarding long check-in times, overcrowded breakfast services, slow housekeeping, and substandard executive lounge offerings have become increasingly common (Kazakov et al., 2025). Moreover, the fact that 27% of staff leave each year, much higher than the industry standard, shows there are underlying problems with motivation, tasks and operations. Due to these problems, online reviews were 21% more negative during just one quarter. Since Hilton’s brand promise and what guests experience were becoming increasingly different, this engagement was necessary to bring operations back in line with what the market expects from Hilton.
The team used several frameworks together to provide a complete analysis of Hilton Vienna Park’s operations. A STEEPLE analysis looks at the external environment by studying changing culture, technology, economic pressures and government rules for the hospitality industry (Bhuiyan et al., 2023). Within the company, a SWOT analysis allowed managers to note strengths such as the brand and the location and at the same time, weaknesses such as inflexible procedures and a lack of good feedback systems. Using the TOWS matrix, the company turned the gathered information into strategies that could improve weaknesses. The STAR model revealed that there were gaps between the organisation’s strategy, structure, processes, rewards and people. Lewin’s model was selected and used to plan the change process in phases called Unfreeze, Change and Refreeze.
During the analysis, it was found that important operational problems are limiting the hotel’s performance. When too few staff members worked during peak hours, this made it hard for the front desk to prepare rooms and serve food properly. Slow service was also found to be connected to the use of manual systems for check-in and arranging housekeeping tasks. During breakfast service, the area was so crowded that over 650 guests were unable to get the experience they expected. Some guests said that meals ordered through room service were late, cold or not appetising. What’s more, the hotel does not have an effective method for collecting guest feedback, which affects staff performance and the quality of their services (Zhang et al., 2025).
The issues found in the study are answered with five key strategic recommendations. Initially, by using dynamic schedules and organised training for staff, a company can deal with understaffing (Giousmpasoglou, 2024). Besides, bringing in automation, including self-service kiosks and real-time tools for cleaning, will help operations run more smoothly and use less manual effort. Besides, a new layout for the breakfast service area and partial service at tables can ease the crowd and make the dining experience better. Fourth, upgrading executive lounge offerings, improving food quality, and managing guest expectations through enhanced pre-arrival communication will help restore the perception of premium service. Ultimately, implementing digital feedback systems and linking them to performance metrics can enhance accountability and foster continuous improvement (Cosa and Torelli, 2024). These recommendations are tailored to the hotel’s context and designed to deliver measurable results with minimal operational disruption.
A detailed action plan was developed to guide implementation. Each initiative was assigned a clear problem statement, solution, desired outcome, timeline, completion date, and cost. The total projected investment of €70,000 less than 0.2% of the hotel’s annual revenue was deemed financially feasible. Success is measured using Key Performance Indicators (KPIs), including reduced check-in times (target: under six minutes), room readiness on arrival (target: 95%), breakfast satisfaction score improvements (target: 25% increase), and reduced staff turnover (target: under 18%). Monthly audits and quarterly reviews can help ensure that progress is tracked and any barriers to success are addressed in real-time (Carreno, 2024). The monitoring process is designed to be data-driven, enabling continuous refinement of strategies.
If implemented effectively, the proposed strategies are expected to yield substantial benefits. Guest satisfaction could increase by up to 35% within six months, contributing to stronger brand loyalty and a more positive online reputation. A 15–20% rise in repeat bookings is anticipated as a direct result of improved service consistency and reduced friction in guest interactions (Ali et al., 2021). Online complaints are projected to decrease by 40%, while employee productivity and morale are expected to rise due to better working conditions and clearer performance expectations. Technological integration is likely to reduce front desk workload by 30%, allowing staff to focus more on guest engagement. The combined benefits can position Hilton Vienna Park to regain its competitive edge in Vienna’s luxury hospitality market and drive long-term profitability (Mulet-Forteza et al., 2024).
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Hilton Vienna Park Hotel is one of the hotels owned by the distinguished Hilton brand, located in Vienna, Austria. Ideal for the business or leisure traveller, the hotel is a short walk away from all the main business centres and cultural attractions. The Hilton Vienna Park offers 579 well-appointed rooms and can provide a top-level experience for its guests with its many dining options and expanded meeting and event facilities (Hilton.com, 2025). Long a definitive address on the Vienna luxury hotel scene, it is well situated next to the Vienna International Centre and benefits from its sophisticated services. However, this came with major operational challenges, which have prevented the hotel from meeting the level of service expected from a worldwide luxury brand.
[image: ]
Figure 1 Hilton Vienna Park Hotel (Langer, 2021)
At Hilton Vienna Park, one of the foremost core concerns is operational inefficiencies, which result in a poor guest experience. There are delays in some important areas of check-in, housekeeping and room service because of the peak time staffing shortages. Like, guests are unhappy with the slow response by the staff to the guest queries, and long queues at the reception even during the seasonal peaks (Sari, 2022). Such problems cause guest frustration and are thus typically responsible for an unsatisfying guest experience. Also, the current hotel staff is not adequate to handle its high volume of visitors, particularly during peak breakfast hours. It is hard for the hotel to cope with the big crowds during these peak hours (Sari, 2022). For instance, the chaotic buffet service usually has guests squeezing into crowds to wait for hot dishes placed in overcrowded tables, losing most of the dining experience.
However, besides these service delivery issues, Hilton Vienna Park has a 'reputation challenge' emanating from its pricing strategy. The hotel, claimed to offer premium rates, has seen regular guests complain on social media about the bad quality of service for the price. This comes from outdated systems, inefficient housekeeping, and a lack of proper staff in the critical areas such as room service and the executive lounge. This is why guests feel it's unfair for them to pay a high price for poor services (Chung and Byrom, 2020). However, this discrepancy in the guest experience damages the guest experience and destroys the hotel's reputation, which the hotel has spent years building in the difficult Viennese hospitality market.
The Hilton Vienna Park has commissioned this consultancy report to address these burning problems and receive viable suggestions. Strategic Hospitality Consulting (SHC) is an international consultancy company serving the hospitality industry with operational effectiveness, higher customer satisfaction and better people management. Currently, SHC specialises in identifying key challenges facing today's hotels and then evaluating key ways to overcome them in a focused and research-based way.
Several well-known frameworks will be used to thoroughly analyse these issues at Hilton Vienna Park. The STEEPLED analysis will be carried out to evaluate external factors that may impact the hotel's performance, such as social trends, technological advancement and economic conditions. Also, the SWOT analysis will be applied to determine the internal strengths and weaknesses of the hotel, and a picture of the operations that require improvements will be displayed. Finally, TOWS analysis will be performed to find strategic solutions and growth opportunities for the future (Musiello-Neto et al., 2021). Moreover, with the help of these frameworks, the report aims to give Hilton Vienna Park a complete and practical recommendation list on improving the existing operational process and increasing guest satisfaction.
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7

The Hilton Vienna Park Hotel is one of the hotels in the international hospitality sector that faces greater challenges and issues based on the inefficient service applied by the employees and management (Tripadvisor, 2024). The issues occurred and make negatively impact on the customer experience during their stays and visits to the hotel. The significant issue is associated with the staffing shortage that impacts directly on the operations like check-in and housekeeping services. The guests have provided their feedbacks and reported as following the long queues at reception that is considered inadequate for the services offered by the staff members. The issues may arise due to the negligence of the front desk employees who not accurately assisting with the system of check-out during the busy times (Subramaniam et al., 2011). 
[image: CivicScience on Twitter: "Staffing #shortages are causing customers to run into more problems in ...]
Figure 2 Impact of Staffing Shortages on Customer Experience 
Source: CivicScience (2022)
The process causes widespread frustration and delays in service management, significantly hindering operational efficiency. The hotel faces clear understaffing challenges, particularly in housekeeping, where room readiness rates during peak periods fall to approximately 81%, below the expected industry benchmark of 95%. O’Mahoney (2021) highlighted that the hotel industry increasingly fails to deliver even basic facilities. At Hilton Vienna Park, 62% of guests expect standard in-room amenities such as bottled water and coffee, yet these are often missing. Furthermore, nearly 30% of guest service calls reportedly go unanswered during high-occupancy periods, contributing to declining guest satisfaction. This deterioration is reflected in a 21% increase in negative online reviews in a single quarter, signalling a notable drop in service standards and guest experience.
Moreover, according to Tripadvisor (2024), the breakfast service at the Hilton Vienna Park Hotel also offers the inefficient issue. The hotel management is failed in offering efficient food quality with the selection of the commendable resources. There are larger volume of guests where more than 650 rooms have shared the single breakfast which comes as buffet system. The system offers a chaotic atmosphere that is due to the crowded environment (Noordzife, 2014). The buffet forces the guests to make navigation through the use of the tightly packed tables with increase in the unrest. There are some limitation in the staffing at the services of the show kitchen that seems causing a longer waits for the provision of all the hot dishes. There are no such table service for the management of the items that are inconvenient for guests to manage the services in hurry. There are greater suggestions for making relevant improvements in the services such as implication of the consolidating features of the buffet to one room without making the tables and provision of the table service for the management of the hot egg dishes for the reduction in the wait times and improvements in the overall breakfast processes and related experience.
[image: oaicite:5]
Figure 4 Guests' Preferences for Different Foods at Hotel Breakfast 
Source: Wozniak (2023)
There are also some executive lounge service that seems suffering from the inefficiency and implication of the poor management system. The guests are paid for the premium prices for lounge access where the food offerings are cold and also sometime late. The dishes are also seems as inedible. The communication prior before the arrival also seems as poor. The hotel staff also failed to make effective responses to the guest inquiries. There is a lack of attention with pride in the service quality that implements inefficiencies in the Hilton brand reputation with disappointment to the loyal customers. The room service is generally friendly that seems slower during the peak hours as considering the large size and limitation of the staff availability (Ali and Anwar, 2021). Additionally, the management strategy of the hotel is also accommodating with the large groups at some discounted rates when there is a charging system for the individual travellers to manage five-star prices. Newton (2010) elaborated that it seems in creating a mismatch within service expectations and timely delivery. The guests are offered with the overall service as considering the three-star experience despite of paying for the five-star rates. It is the issue that emerged as getting unclean rooms, empty pantries and minibars, and also dysfunctional Wi-Fi offered to the customers. 
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Table 1 STEEPLED Analysis
	Factors
	Analysis

	Social
	In the hotel industry, the customer expectations to gain higher quality services and efficient delivery of the service in the luxury hotels are increasing internationally (Qi, 2024). The guests at the European hospitality industry are expected to make effective prompt, well-mannered, and get professional services that are offered at the five-star pricing. There are larger numbers of the social trends that are applied on the personalised features and management of the seamless experiences to put pressure on the hotel for the improvements in the overall staff responsiveness and reduction in the waiting times. The implication of the negative word-of-mouth and collection of the online reviews due to provision of the poor service seems damaging the value of services in the competitive landscape.

	Technological
	There are some inefficiencies in the management of the services in the hospitality industry Europe that are exacerbated by the implementation of the outdated system and the underutilised use of the technology. Anwar et al. (2024) illustrated that the use of the modern hospitality technologies like implementation of the automated check-in system, use of the mobile room service apps, and management of the real-time housekeeping facilities are applied to streamline the operations and reduction in the overall delays.

	Economic
	Economic pressures also impact on the service delivery with the provision of difficulties like cost of hiring and retaining of the sufficient skilled staff that impact on overall productivity and operations. The strategy applied by the hotel management towards accommodation of the large groups at the discounted rates whereas, the charging system of the individual travellers is associated with the premium prices. The implication is leading towards the understaffing system and delays in the service.

	Environmental
	The environmental factors also offer the lesser management of the direct impact on service efficiency. There are definite values for the management of the sustainable practices and implication of the environmental awareness that is increasingly important to manage the guests (Kotter, 2012). There are some inefficient operations that are leading towards waste such as food wastage in the breakfast service due to poor planning management system. 

	Political
	There are some local labour laws and application of the regulations that influence on the staffing policies and provision of effective working conditions. It seems impacting on the employee morale and overall management of the service quality (Kipping and Clark, 2012). There are some political stability in Austria that makes support to the tourism that changes in visa policies and management of the labour regulations that impact on the availability of the skilled features of the hospitality workers. 

	Legal
	There are some compliance management with the hospitality industry regulations that are based on the health and safety standards. The challenges seem in the provision of service inefficiencies that are leading towards the increase in the cleanliness issues or sometimes delayed responses for risking the non-compliance with the legal standards (Ghani et al., 2022). It results in the reputational damages and damages in the efficient service delivery system. 

	Ethical
	Ethical considerations are based on the provision of the fair treatment to the employees that ensures that the services are adequately offers with the trained and supported staff members. It seems in providing good service. Management of the hotel is responsible for addressing service issues that are transparently and fairly impacting on the employee morale and development of the customer trust. 

	Demographic
	The hotel offers clientele services such as management of the diverse international mix with provision of different service expectations. There is an understanding of the demographic trends like increasing number of tech-savvy processes for the young travellers versus management of the traditional of the older guests. It seems helpful for tailoring the service approaches in deliberate manner. 
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Table 2 SWOT Analysis
	Strengths
	Weaknesses

	Hilton Hotel Austria offers a diverse and powerful portfolio that is associated with almost 15 well-recognised services in the hotel brands. The services are ranging from luxury to the budget-friendly options in hospitality sector. Codling et al. (2022) presented that the services are offered to provide broader spectrum of customer preferences and management of efficiency in the market segments. It seems in enhancing the competitive advantage and implication of effective management to the market reach. The hotel has greater international footprint. It allows the travellers from all over the world to manage revenue streams with balancing the economic fluctuations. 
	Hilton is the international hotel that faces challenges like use of the overdependence on definite markets such as the US. It seems exposing the regional economic downturns in the sector. There are larger complexities based on the services of the company that are leading towards a lack of flexibility and provision of the slower system of responsiveness to manage the market changes (Bajrami et al., 2021). 

	Opportunities
	Threats

	Hilton offers greater opportunities to manage the growth and make expansion to the emerging markets like Southeast Asia, Africa, and also in the region of the Latin America. It seems in increasing the middle classes to make driving of the increased travel demand (Buttrick, 2009). The company optimises to the increase in the midscale and management of the budget hotel segments with the expansion to the Hampton by Hilton and also Tru by Hilton. 
	Hilton also faces threats from the greater and intense competition as considering the global hospitality industry. There are some established system for the hotel chains and management of the emerging alternative that are lodging platforms such as Airbnb. Barnes (2014) defined that political instability measures, terrorism, and adverse use of the macroeconomic conditions for the reduction of the travelling demand and disruptions in the operations. 
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Table 3 TWOS Analysis
	Factors
	Analysis

	SO (Strengths-Opportunities)
	Hilton’s strong global brand presence and recognition can be leveraged to expand into emerging markets like Southeast Asia and Latin America, offering premium service offerings in these rapidly growing regions (Think Insights, 2023). Hilton's wide range of service offerings, from luxury to budget accommodations, presents an opportunity to cater to a broader customer base and tap into new market segments such as mid-scale travelers.

	ST (Strengths-Threats)
	Hilton's loyal customer base can be further cultivated by implementing personalised services and enhancing guest experience to combat competition from alternative lodging platforms like Airbnb. Hilton's reputation for luxury service can be used to buffer against economic downturns and political instability in certain regions by maintaining a competitive edge with exceptional service offerings (Pereira, 2025).

	WO (Weaknesses-Opportunities)
	Addressing staffing shortages and implementing modern technologies such as automated check-in systems and mobile apps can improve service efficiency, reduce wait times, and boost overall guest satisfaction, leading to improved competitiveness in the market (Evans, 2023). By investing in comprehensive staff training and creating better working conditions, Hilton can address internal weaknesses while enhancing service delivery, capitalising on opportunities for improving service quality and guest satisfaction.

	WT (Weaknesses-Threats)
	Hilton's reliance on high-premium pricing for individual travellers may mismatch customer expectations, especially during economic slowdowns. Diversifying the offerings and reducing pricing imbalances could mitigate risks associated with economic downturns. Hilton should tackle operational inefficiencies, especially in housekeeping and food service, to prevent service quality issues affecting brand reputation and minimise competition's impact from alternative accommodations (George, 2025).


[bookmark: _Toc201239299]Recommendations and Change Management Plan 
[bookmark: _Toc201239300]Potential Strategic Recommendations
[bookmark: _Toc201239301]Optimising Staffing Levels and Workforce Management
Understaffing is one of the major challenges facing Hilton Vienna Park and affects the service efficiency. The hotel should contemplate optimising the staffing levels to improve operational performance, mainly during peak hours. A more dynamic scheduling system is implemented based on guest traffic patterns and demand to achieve this. For instance, the hotel could use predictive analytics to estimate busy times and schedule extra staff for those times. Also, investing in staff training programs guarantees that the workers will be suitably skilled when dealing with high-stress situations and delivering great customer service (Kumar and Pratima Ekka, 2025). A trained workforce will be more efficient in areas such as check-in, room service, and housekeeping so that guest expectations are always met.
[bookmark: _Toc201239302]Implementing Technology for Operational Efficiency
To solve the long waiting time for checking in and other lags in other service areas, Hilton Vienna Park should explore using modern technology solutions. An automated check-in system would be introduced as it would streamline the check-in process, and guests would no longer need to wait in long queues, and it would alleviate the front desk staff when it's busy. It would also increase guest convenience and reduce the necessity of direct staff contact through mobile check-in and keyless entry through smartphone apps. Moreover, a real-time housekeeping management system will help the hotel track room cleaning progress and utilise resources more effectively (Castillo-Picón et al., 2024). Automating some of these administrative tasks can help the hotel shoulder some of the work off staff's plates, allowing them to focus on guest-facing jobs and improve service delivery.
[bookmark: _Toc201239303]Enhancing Breakfast Service and Dining Experience
Hilton Vienna Park could also improve the breakfast area, as guests complained about overcrowded buffet areas and long wait times. These issues can therefore be handled by the hotel by revising its breakfast service model. Moving the buffet service to a bigger, open area with less crowding could be a possible solution and help improve flow in general (Mandić, Panić and Šain, 2023). They could also reduce wait times and provide guests a less stressful dining experience by introducing table service for hot dishes, like eggs, pancakes and waffles.
[bookmark: _Toc201239304]Strengthening Brand Reputation through Service Quality
Moreover, being an expensive hotel, Hilton Vienna Park charges high accommodation rates. Thus, it needs to deliver efficient and good-quality services that will correspond with the expectations of its guests, as the costs offered for accommodation are high. Hence, the hotel should strive to improve its brand reputation through offering quality service in all areas. There are ways to deal with this, such as setting service standards and monitoring staff performance, conducting guest satisfaction surveys, gathering feedback, and developing ways to improve. Hilton Vienna Park can also enhance its service by offering personalised services to the guests. Leveraging the data and preferences of the customer, the hotel can customise the experience for every guest: from sending them custom welcome amenities and their preferred room, to providing personalised thoughts on where to dine (Baquero, 2023). Customising this approach to the guests will enhance their satisfaction, which will, in turn, enhance brand loyalty and positive word of mouth.
[bookmark: _Toc201239305]Addressing Service Delivery Issues in Premium Areas
One of Hilton Vienna Park's premium offerings that has consistently been affected by the issue of consistent service delivery is the executive lounge and room service. These areas should be better at the hotel by ensuring all staff know that they must give good quality services on their premium services for which guests pay a premium. Firstly, it is necessary to manage the system of giving access to lounge, food quality and for the problems such as cold or late food offerings more effectively. On the other hand, Hilton Vienna Park could improve its communication towards guests. That means better communication before the guests' arrival, and the guests will know what services and amenities they have at their disposal (Velaoras et al., 2025). Using this will help to define how the expectations of the guests can be managed so that they are not dissatisfied.

[bookmark: _Toc201239306]Star Model
The STAR model comprising Strategy, Structure, Processes, Rewards, and People offers a holistic framework to assess the internal alignment of Hilton Vienna Park Hotel (Galbraith, 2024). Applying this model critically highlights the root causes of the operational inefficiencies undermining the hotel’s brand promise.
[image: How to Implement the Star Model to Align Your Business Strategy and ...]
Figure 2 Galbraith’s STAR Model Diagram. 
Source: Robinson (2020)
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Hilton Vienna Park promotes itself as a premium hospitality destination within Vienna’s competitive luxury market (Goddard Littlefair, 2021). Despite this strategic positioning, the hotel has failed to meet the brand's expectations. Long wait times during check-in, subpar dining experiences, and inconsistent room service have led to a notable increase in negative guest feedback, eroding loyalty. The disconnect between high-end pricing and underwhelming service quality has eroded trust and diluted the brand image (Prum et al., 2024). To regain alignment, the hotel must recalibrate its strategy by investing in operational upgrades that directly enhance the guest journey.
[bookmark: _Toc201239308]Structure
The current structure appears rigid and centralised, slowing responsiveness during periods of high demand. With insufficient delegation and unclear accountability at operational levels, front-line staff struggle to manage guest interactions effectively (Cruz et al., 2024). A more agile and decentralised team-based structure would allow better resource allocation and enable faster decision-making, particularly during service surges such as breakfast and check-in times.
[bookmark: _Toc201239309]Processes
The Hilton Vienna Park Hotel’s reliance on manual and outdated systems for guest services has created significant bottlenecks in its operations (Voglauer Hotel Concept, 2020). Delays in room availability, check-in congestion, and poor breakfast service flow are all process-related failures. Digital transformation such as mobile key entry, self-check-in kiosks, and real-time housekeeping updates should be prioritised to reduce guest friction and increase efficiency across departments (Anwar et al., 2024).
[bookmark: _Toc201239310]Rewards
There is little evidence that the hotel’s reward systems are aligned with performance or guest satisfaction. Introducing reward mechanisms linked to service speed, guest feedback, and operational efficiency could drive behavioural change and increase staff motivation (Narendratama and Wijoyo, 2025).
[bookmark: _Toc201239311]People
Employee morale and retention remain a concern. High turnover, coupled with limited training opportunities, results in inconsistent service (Khan and Khan, 2022). Implementing targeted staff development programmes and improving job satisfaction would enhance service delivery and reduce attrition.
[bookmark: _Toc201239312]Change Management Using Lewin’s Change Model
Kurt Lewin’s three-stage change model Unfreeze, Change, and Refreeze provides a practical and sequential approach to managing transformation at Hilton Vienna Park Hotel (Whatfix, 2022). This model is particularly suited to overcoming resistance and ensuring that service improvements become permanent features of daily operations.
[image: Lewin’s 3-Stage Model of Change Theory: Overview]
Figure 3 Lewin’s Three-Stage Change Model Diagram 
Source: Whatfix (2022)
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The first step requires the hotel to disrupt the status quo and create awareness of the problems plaguing its operations. Currently, customer complaints about delays, poor dining experiences, and unresponsive room service highlight widespread dissatisfaction (Mohd Shahril and Abdul Aziz, 2022). Internally, employee turnover is 27%, significantly above the industry average. These signs reflect a disengaged workforce and operational bottlenecks. To prepare the organisation for change, senior management must communicate the consequences of inaction. Transparent meetings, internal surveys, and focus groups can help employees understand the urgency and foster psychological readiness (Boyko, 2023). This stage must also include identifying cultural barriers, such as complacency or resistance to adopting technology, and removing them through leadership dialogue and involvement.
[bookmark: _Toc201239314]Change
Furthermore, once readiness is achieved, the hotel must implement its transformation strategies. This includes introducing automated check-in kiosks, digital housekeeping management systems, and optimised staffing schedules during peak periods. Targeted training programmes should equip staff with the skills needed to use these new tools effectively (Urbancová et al., 2021). Managers must lead by example and provide continuous support during this transitional phase, ensuring employees do not feel alienated or overwhelmed. Piloting the initiatives in select departments and tracking performance metrics, such as guest wait times and review ratings, can provide real-time evidence of improvement and encourage broader adoption (D’Souza and D’Souza, 2023).
[bookmark: _Toc201239315]Refreeze
It is certain that to stabilise and institutionalise the changes, Hilton Vienna Park must embed new procedures into standard operating practices (Hilton, 2023). Performance appraisals, incentives, and guest feedback systems should align with the revised goals. Staff training should be ongoing, with a strong focus on customer satisfaction and operational efficiency (Sandy, 2025). This reinforcement will help the hotel maintain improved performance, retain talent, and rebuild its premium reputation in Vienna’s competitive luxury market.
[bookmark: _Toc201239316]Success Metrics and KPIs
Furthermore, to evaluate the success of the strategic changes at Hilton Vienna Park, clearly defined Key Performance Indicators (KPIs) are essential (MoghadasNian and Moslehi, 2024). The hotel should measure improvements in guest satisfaction through review platforms, aiming to reduce negative online feedback by 40% within six months. Operational KPIs such as average check-in time should target a reduction from 12 minutes to under 6 minutes, while room readiness upon guest arrival should exceed 95%. Employee turnover, currently at 27%, must drop to below 18% to reflect improved morale. Breakfast service efficiency can be assessed through guest surveys, with a target increase in satisfaction score of 25% (Ali et al., 2021). Service response time for guest inquiries should not exceed five minutes, as monitored through internal systems. 
[bookmark: _Toc201239317]Potential Benefits
Implementing the proposed strategies at Hilton Vienna Park is expected to generate significant operational and reputational benefits. By addressing service inefficiencies, guest satisfaction scores could rise by 35%, leading to stronger online ratings and increased booking conversions (Tang et al., 2022). A reduction in check-in times and improved breakfast service flow is likely to decrease complaints by up to 40%, thereby enhancing brand perception. Financially, the hotel could experience a 15–20% increase in repeat bookings, driven by improved service consistency and personalised guest experiences (Ali, 2021). Staff training and performance incentives may reduce employee turnover from 27% to under 18%, lowering recruitment and onboarding costs. The integration of automation is projected to reduce the front desk workload by 30%, allowing for the reallocation of human resources to more guest-centric roles.
[bookmark: _Toc201239318]Cost-Benefit Analysis
Moreover, to ensure financial feasibility, the recommendations have been costed based on Hilton Vienna Park’s scale, which includes 579 rooms with an average occupancy rate of 75% and an estimated annual revenue of €38 million. The proposed changes aim to improve guest experience, operational efficiency, and employee satisfaction while maintaining a strong return on investment (ROI). Cost estimates account for implementation, training, and system upgrades, and are projected over a one-year horizon (Fazil et al., 2021). The anticipated total investment stands at €70,000, which equates to less than 0.2% of the hotel’s annual revenue, making it a proportionate and strategic expense. The expected benefits outweigh the costs by enhancing long-term competitiveness, reducing staff turnover, and increasing guest loyalty. Higher service quality usually helps hotels get more direct bookings, which can cut their use of third-party commissions (Jolene, 2023). The cost-benefit information is organised in the table below.
Table 4 Cost-Benefit Analysis
	Recommendation
	Estimated Cost (EUR)
	Expected Benefit

	Dynamic Staffing System + Training
	€15,000
	20% improvement in service delivery; 9% reduction in staff turnover

	Automated Check-in and Housekeeping Tools
	€25,000
	50% reduction in guest wait times; enhanced staff productivity

	Breakfast Area Redesign + Table Service
	€10,000
	25% rise in breakfast satisfaction ratings; fewer guest complaints

	Executive Lounge and Room Service Improvements
	€12,000
	Better guest retention, improved premium service perception

	Guest Feedback System and Staff Performance KPIs
	€8,000
	Increased accountability; 15% uplift in TripAdvisor ratings

	Total
	€70,000
	Higher guest satisfaction, repeat bookings, and positive revenue impact



[bookmark: _Toc201239319]Action Plan
It gives practical steps for carrying out the suggested strategic plans at the Hilton Vienna Park Hotel. The analysis lists five important problems related to operations and services that are currently affecting the hotel’s performance and reputation. Moreover, for every problem, a custom plan should be put in place to handle the causes and see improvements (Zhang, 2023). The solutions follow the hotel’s premium brand positioning and use industry best practices as their basis. In the table below, you’ll find the solutions proposed, what they should achieve, when they are planned to happen and how much they are estimated to cost. Using a simple and clear layout, the Action Plan makes it possible to use resources well, organise staff and track advancements. It also means the management team at Hilton Vienna Park can judge the workability of every project before it starts.
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Understaffing during peak hours
	Introduce dynamic staffing schedules and targeted training
	Improved staff availability, service speed, and guest satisfaction
	1–2 months
	2025-08-19
	€15,000

	2
	Outdated check-in and room management systems
	Implement automated check-in kiosks and real-time housekeeping apps
	Reduced check-in time and increased operational efficiency
	2–3 months
	2025-09-18
	€25,000

	3
	Chaotic breakfast and dining service
	Redesign buffet layout and add table service for hot meals
	Streamlined breakfast experience and higher satisfaction ratings
	1 month
	2025-07-20
	€10,000

	4
	Poor executive lounge and premium service delivery
	Enhance food quality, communication, and staff responsiveness in premium areas
	Enhanced perception of premium offerings and guest loyalty
	1–2 months
	2025-08-19
	€12,000

	5
	Lack of performance monitoring and guest feedback integration
	Deploy guest feedback tools and establish KPI-linked staff performance systems
	Increased accountability, service consistency, and review scores
	Ongoing – quarterly review
	Rolling implementation
	€8,000



[bookmark: _Toc201239320]Conclusion
It is concluded that critical evaluation of the operational, strategic and service challenges currently faced by Hilton Vienna Park Hotel has been included in this consultancy report. The investigation has found that several issues put the hotel’s leading position in the premium market at risk and lower guest satisfaction. Among these challenges are hotels often being understaffed when it is busy, old systems used for check-in and rooms, delays and errors in breakfast and lounge quality that sometimes differ. As a result, the company’s guests are less satisfied and employees are less happy, which is clear from the growing number of guest complaints and a staff turnover rate of 27%.
The report used various analysis techniques to check what influenced the drop in performance, inside and outside the company. By using the STEEPLED approach, it is evaluated the general environment outside the hotel, and SWOT and TOWS helped reveal what the hotel could do and how it compared to competitors. Following the STAR model, it is realised where the organisation, its processes and its people were not in balance, and the Lewin’s three-step change model is been used to plan the steps for making and maintaining the transformation. Using this method, a complete assessment of the problems was made and strong, practical recommendations could be developed.
The strategies included in this report are meant to solve each challenge identified through research evidence. Among the improvements are flexible staffing plans for busier times, digital systems for check-in and housekeeping, a newly designed breakfast area and enhanced executive service areas that match the hotel’s quality standards. Monitoring tools and staff key performance indicators are also suggested to maintain accountability and help improve performance all the time. All of the actions suggested are checked with a cost-benefit analysis to ensure financial feasibility. The strategies outlined here are expected to cost just €70,000, which is only 0.2% of last year’s revenue. These actions can help the business enjoy greater satisfaction from guests, more repeat bookings and a stronger brand reputation.
An action plan has been put in place to support the rollout, showing how to handle resources, budgets and review performance. Successful implementation of these interventions will allow Hilton Vienna Park to solve its existing service issues and build a more robust and competitive future. Strategic Hospitality Consulting is appreciative of Hilton Vienna Park for letting us deliver this important project. Because the hotel is open to evaluation and improvement, the quality and detail of this report have greatly improved. Those recommendations and findings are expected to help the hotel grow sustainably, and the consultancy is pleased to collaborate on future improvements towards service excellence.
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