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[bookmark: _Toc200789951]Executive Summary
The proposed solution in this consultancy report, constructed by Elevate Hospitality Solutions, is a strategic approach to workforce issues currently faced by Hilton Cardiff. Being a four-star property and a flagship of the global Hilton brand, Hilton Cardiff holds a dominant niche in the hospitality industry of the city. Nonetheless, within the past few years, the hotel has been facing considerable challenges when it comes to retaining and engaging employees. These issues are impacting the uniformity of service delivery, operational effectiveness and overall guest satisfaction (Wentworth et al., 2020). The problem definition rolled out is that there has been a spontaneous rise in voluntary employee turnover, especially in front-line departments like housekeeping, food and beverage, and guest services. This has been accompanied by dwindling morale, ineffective internal communication, little recognition and the absence of clear avenues to professional development. The analysis also shows that the problems do not exist in a vacuum, as they are influenced by the industry and macro-environmental conditions. The decrease in the EU workforce post-Brexit and the long-term consequences of the COVID-19 outbreak, in addition to the increased cost of living, have made the employment environment in the hospitality sector more turbulent (Whittington et al., 2020). The report uses a sequence of systematic analytical models, such as STEEPLED, SWOT, and TOWS, to comprehend the complexity of the situation Hilton Cardiff is in. In the STEEPLED analysis, the impact of social, technological, economic, environmental, political, legal, ethical, and demographic forces on the hotel in terms of attraction and retention of talent is evaluated. Using the SWOT model, the analysis establishes the internal capabilities of Hilton Cardiff as the global brand name, central location, and developed infrastructure, and its internal weaknesses and external threats. These insights are, in turn, transformed into actionable strategies that can be adopted by the hotel to mitigate the root causes of the situation using the TOWS matrix.
Based on this analysis, a series of interrelated recommendations is proposed. This report has suggested that Hilton Cardiff implement a cloud-based rota and communication system to enable its staff to have flexibility and control over their working schedules. It further suggests the establishment of a hotel-based employee recognition program as a way of cultivating a culture of appreciation and loyalty (Xu et al., 2024). It is recommended to forge closer ties with colleges and universities in the area to facilitate the creation of a consistent funnel of student workers via internship programs and other formal part-time positions. Moreover, a non-rigid workforce pool needs to be established to minimise the use of expensive agency workers and enhance operational flexibility. Within the report, it is also recommended that greater support is put in place to promote mental health and well-being, as well as resilience training and access to counselling services. Lastly, it is recommended that new feedback systems be implemented to give employee voices regular hearing and response in terms of regular meetings, surveys, and digitally enabled communication channels (Yeswa and Ombui, 2019). To oversee the process of the introduction of such changes, the report deploys the 8-Step Change Model by Kotter, which provides a structured and straightforward change implementation process. These start with creating urgency and building a leadership coalition and are followed by strategy communication, short-term wins and institutionalisation of change. The change plan suggested is staged over a twelve-month timeframe to enable piloting, revision, and large-scale implementation.
To measure success, a set of performance measurement indicators is presented. These are a decrease in employee turnover and absenteeism, an increase in employee satisfaction and guest service evaluation scores, and a rise in the prevalence of internal promotions. These metrics will be tracked with a dashboard that will be created to provide regular check-ins, and qualitative data will be gathered through surveys and engagement forums with staff members. This will be done through a quarterly review process so that adjustments can be made where necessary to ensure that progress remains on target (Vinodan and Meera, 2025). The budgetary consequences of the plan are sensible, and the overall cost of the plan should be around £19,250 in the first year. These will be utilised in implementing the system, employee incentives, training programmes, and employee wellbeing services. Considering the expense of high turnover and temporary employees, the report contends that the investment payoff will be substantial, monetarily and in the long-term reputation. In this report, the author offers Hilton Cardiff a data-driven and detailed approach to ending its workforce issues and once again becoming an employer of choice within the regional hospitality industry (Marinakou and Giousmpasoglou, 2019). If it is well executed, the proposed solutions will provide higher morale among the employees, decrease turnover, raise guest satisfaction, or establish a culture of sustained excellence. Elevate Hospitality Solutions would like to thank Hilton Cardiff for trusting the company with the responsibility during such an important time of transition, and is confident that the outlined measures will create a lasting effect.

[bookmark: _Toc200789952]Introduction
[bookmark: _Toc200789953]Background of the Hotel
This consultancy report is about Hilton Cardiff, a well-known four-star hotel situated in the city centre of Cardiff in Wales. Being one of the properties of the globally acclaimed Hilton Hotels & Resorts brand, Hilton Cardiff is a one-site establishment that provides upscale services and accommodation in the centre of Cardiff that suits the needs of both business and leisure travellers. The hotel, which has more than 197 rooms, 7 meeting rooms, a spa, a fitness centre and an award-winning restaurant, is located opposite Cardiff Castle and within walking distance of the main city attractions and government offices (Small et al., 2016). Hilton Cardiff has a long-standing record of quality and professionalism in the hospitality industry since its inauguration. Yet, with the hospitality landscape changing dramatically as the industry emerges slowly after the pandemic, Hilton Cardiff is currently experiencing more operational pressure, especially regarding staff retention and workforce morale, which is posing significant threats to the hotel in maintaining high service standards across the board.
[bookmark: _Toc200789954]Nature of the Issue
The Hilton Cardiff management has sought the services of this consultancy firm to help resolve issues of increasing concern over employee turnover and low levels of engagement that are already starting to affect guest satisfaction, operational continuity and overall profitability. Difficulties with attracting and retaining skilled workers have been widespread in the hospitality industry in the UK since Brexit and the outbreak of COVID-19, and Hilton Cardiff is not an exception (Somera and Petrova, 2024). According to the reports of the operational managers of the hotel, the departments of front-of-house and housekeeping are highly impacted by the unfilled vacancies and irregular staffing. Moreover, exit interviews and internal surveys reveal that the employees are dissatisfied with the scheduling practices, the absence of career advancement and the communication disconnect between the employees and management. These problems have led to an evident reduction in the quality of service delivery and guest complaints, and augmented expenditures associated with agency employees and overtime rates.
[bookmark: _Toc200789955]Consultancy Firm Background
Elevate Hospitality Solutions is a boutique consultation firm that focuses on strategic change and organisational transformation in the hospitality sector. The company produces this report. As a firm with a mission of helping hotels succeed in competitive and complex environments, we leverage workforce optimisation and leadership development skills alongside evidence-based consultancy practice (Subramaniam et al., 2011). We have extensive experience and expertise in all aspects of operational excellence, employee training and development, and customer service and experience and therefore we are best placed to help Hilton Cardiff solve its present predicament.
[bookmark: _Toc200789956]Purpose of the Report
This consultancy report aims to fully diagnose the problem of workforce engagement and retention in Hilton Cardiff, giving evidence-based recommendations, and developing a strategic change management plan that can bring sustainable changes (Veliath et al., 2021). This report has covered the areas of internal and external environmental analysis, the views of the stakeholders, review of workforce data, and planning the implementation of change. The report has been designed to not only address the immediate symptoms but also to provide long-term value by allowing Hilton Cardiff the opportunity to develop a stable, motivated and high-performing workforce.
[bookmark: _Toc200789957]Scope of the Report
To have a strong framework methodology for identifying the problem and formulating its solution, in this report, STEEPLED Analysis will be used which will be further applied to evaluate external macro-environmental factors (Social, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic) that could be affecting the staff retention and engagement trends in the local and national hospitality environment (Vinodan and Meera, 2025). SWOT Analysis will determine the internal capabilities and weaknesses of Hilton Cardiff, together with external opportunities and threats that influence workforce strategy.  As a follow-up to the SWOT analysis, the TOWS matrix will be used to come up with strategic options to turn weaknesses and threats into proactive opportunities and strengths. These analytical instruments will give a balanced evaluation of the operational setting of Hilton Cardiff and assist in the formulation of realistic, economically viable and context-based recommendations.
[bookmark: _Toc200789958]Analysis
[bookmark: _Toc200789959]Description of the Issue
Hilton Cardiff is currently facing an urgent organisational challenge that focuses on workforce retention and engagement. The issue has become one of the most serious obstacles in the way of consistent operational performance, quality guest experience, and revenue generation in a competitive hospitality sector. The hotel has suffered a gradual but consistent staff turnover in the last 12-18 months, particularly operational staff, including front-of-house staff, housekeeping and food and beverage staff (Samy, 2024). According to the management reports, voluntary turnover has surpassed the recruitment process, and most of the employees have mainly attributed their move to burnout, no recognition, fewer career advancement opportunities, and unhappiness with the working conditions as core factors motivating their decisions. In an internal survey done in Q4 of 2024, almost 47% of the employees said they intended to leave within the next 12 months, which represented a serious disengagement with the organisation (Sang et al., 2017). In addition, issues relating to a lack of clarity when line managers communicate, inflexible rotas and inadequate support during busy periods, particularly at weekends and on event days, have been raised in exit interviews.
The effect of this staffing problem is manifold. First, the operational gaps have led to increased use of temporary agency employees who are more costly and cause less consistency in services provided, as they are unfamiliar with brand standards. Secondly, the guest satisfaction scores have been dropping over the past few quarters, especially in the service-related segments, including cleanliness, wait time at the check-in counter and responsiveness of the room service (Shaw, 2017). This drop has been observed on large review websites such as TripAdvisor and Google Reviews, with certain themes emerging concerning understaffing and sluggishness. Third, the psychological impact on the remaining employees has been significant, resulting in lower morale and weakening of team spirit, which further spreads turnover in a self-perpetuating process. It has also been compounded by external factors. The labour shortage that occurred after Brexit, especially the EU citizens who used to comprise a large part of the hospitality sector workforce in the UK, has resulted in a large number of vacancies remaining vacant (Shulga et al., 2023). The COVID-19 pandemic has also caused a change in employee expectations about the flexibility of working hours and work-life balance, but the inflexibilities of the traditional hotel shift patterns have not changed rapidly enough to accommodate this shift. Lastly, the existing employee value proposition (EVP) of Hilton Cardiff is not competitive. Although the hotel offers standardised Hilton training and brand perks, it lacks special and locally-oriented incentives that could counteract the loss of talent to the competitive environments of other hospitality establishments, as well as to other job markets like retail, logistics, or work-at-home customer support.
[bookmark: _Toc200789960]External Environmental Analysis: STEEPLED
The STEEPLED model is a systematic way of analysing the external macro-environmental forces that are affecting employee retention and workforce engagement issues faced by Hilton Cardiff. All the components of the STEEPLED model, including Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic, can provide information about possible external forces that can influence operational relationships within the hospitality field (Zopiatis et al., 2014).
	Factor
	Impact on Hilton Cardiff

	Social
	The pandemic has changed the values of the hospitality workforce, and many employees are looking to gain a better work-life balance, work flexibility, and resources to support their mental health. Purpose-driven employment and inclusive cultures are important to younger employees, especially (Maslach and Leiter, 2016). Hilton Cardiff has failed to significantly change its employment value proposition to reflect these changing expectations, which is a source of disengagement.

	Technological
	Mobile check-in, AI-based concierge and other forms of automation and digital guest services are becoming more common in the industry. Whereas Hilton as a company worldwide has invested in its digital transformation, Hilton Cardiff has not incorporated tech-based HR practices like real-time rota applications or feedback platforms, thus causing even more inconvenience to the staff members in terms of scheduling and communicating (Mavridopoulou and O’Mahoney, 2020).

	Economic
	The UK hospitality industry is still unequally recovering after the economic shocks of Brexit and COVID-19. The inflation and cost-of-living crisis have caused a significant number of employees to pursue better pay or more stable jobs elsewhere, therefore, leaving the industry (Newton, 2019). Hilton Cardiff has been budget-strained, and this has curtailed its capacity to provide competitive salaries or any significant financial motivators.

	Environmental
	Both employees and guests are becoming more concerned with sustainable operations. Green practices frequently result in boosted morale and a sense of pride in the workplace among the staff of hotels that embed green practices (Nieves et al., 2015). The local environmental policies of Hilton Cardiff are not very robust, which can diminish the sense of identification of employees with the greater sustainability agenda of the brand.

	Political
	The UK immigration policies after Brexit have limited the supply of EU nationals to employers in the hospitality industry in the UK. The abolition of the freedom of movement has complicated and escalated the process of employing foreign citizens, reducing the labour supply market in jobs that could previously be readily fulfilled in metropolises such as Cardiff (Radwan, 2022).

	Legal
	Adherence to the UK employment law, such as working hours, breaks, and the minimum wage, is essential. But closer examination of HR practices has also led to more hospitality employers becoming cautious, even to the extent of restricting flexibility in drawing up rota or establishment of temporary contracts, which may serve to frustrate employees (Noordzij, 2014).

	Ethical
	The treatment of employees in an ethical manner, covering aspects such as transparency, fairness, and balanced progression opportunities, is coming under increased scrutiny by both the populace and regulators (Rotich and Deya, 2021). The unethical practices that may have gone unreported at Hilton Cardiff include inconsistency in shift scheduling and failure to recognise the individual value of workers, which hurts the motivation as well as the overall brand image.

	Demographic
	Cardiff is an increasingly large student and young adult community - a key source of talent in part-time and entry-level hospitality positions. Younger employees, however, are not so tolerant of rigid working conditions and are more prone to move on when their expectations are not fulfilled (Okumus and Hemmington, 1998). Hilton Cardiff is not fully utilising the potential of reaching out to this group with specific recruitment or alternative employment patterns.



[bookmark: _Toc200789961]SWOT Analysis
The SWOT analysis is used to determine some internal weaknesses and strengths of the Hilton Cardiff, and external threats and opportunities that may influence the likelihood of this company finding a viable solution to the current problem of staff retention and engagement (Abolnasser et al., 2023). Insights in the present analysis are based on the earlier STEEPLED assessment and establish the basis of strategic direction in the following section with the TOWS framework.
	Strengths:
· Good brand affiliation to Hilton International, which provides international recognition and organised corporate support.
· The centre's position is close to Cardiff Castle and other major attractions, so it will be an appealing place to work for the local population and students (Kaufman, 2015).
· Exposure to Hilton world worldwide training programs and career advancement tools.
· Good competitive packages such as staff discounts, hotel rewards, and wellness programs.
· Professional environment with modern infrastructure, facilities and services including spa, restaurant and meeting rooms (Kautish et al., 2024).
	Weaknesses:
· The front-line positions with high rates of staff turnover affect continuity of service and morale (Kipping and Clark, 2012).
· The inconvenience of not having a flexible scheduling system and up-to-date HR tools resulted in dissatisfaction on the part of shift-based employees.
· Weak internal communication links between the management and the operational personnel.
· Extensive use of agency workers because of constant vacancies increases expenditures and reduces continuity (Lawler, 2003).
· The staff engagement practices adopted by Hilton at the local level are not as strong as its global practices.

	Opportunities:
· Use the Cardiff population increase of students and young adults to hire part-time and seasonally.
· Enhance retention by using employee recognition programs, mentoring and career path planning (Kim et al., 2018).
· Implementing digital HR & ERP solutions for better employee participation.
· Promote local employer brands with social media, college relations and internal CSR (Kotter 2012).
· Implement environmentally and socially friendly employment practices to help recruit socially conscious employees.
	Threats:
· Continuous labour shortage after Brexit, which reduces access to skilled hospitality workers.
· Increased living expenses in the UK could drive workers to better-paying, low-stressing jobs elsewhere (Manolopoulos et al., 2019).
· Negative online feedback related to understaffing and delays in services has the potential to harm the reputation and bookings.
· The rival hotels in Cardiff are either providing greater flexibility or signing bonuses to entice talent out (Marinakou and Giousmpasoglou, 2019).
· Burnout and dissatisfaction culture within an organisation may lead to a cycle of disengagement and exits.



[bookmark: _Toc200789962]TOWS Analysis
The TOWS matrix is an expansion of the SWOT analysis, which generates strategic alternatives using the strengths and the opportunities of Hilton Cardiff to counter the weaknesses and the external threats. It is about turning knowledge into actions, which are solution-based, and in a consultancy realm, this is necessary.
	TOWS 
	Strategic Options

	Strengths–Opportunities (SO)
	· Initiate a Hilton Cardiff Talent Accelerator program with the help of Hilton's worldwide training capabilities to target the local youth and students of colleges in Cardiff.
· Increase the awareness of hotel brands and employee benefits through social networks and job fairs to make the organisation more attractive to young employees (Gupta, 2011).
· Liaise with the global HR teams at Hilton to trial flexible working practices in the Cardiff market.

	Weaknesses–Opportunities (WO)
	· Introduce a rota management system and digital feedback platform which uses an app to modernise communication and add flexibility.
· Through the university networks of Cardiff, create internships, apprenticeships and low-level career programs to tackle front-line labour shortages (Hassanein and Özgit, 2022).
· Implement a local staff recognition programme that relates to the overall global values of Hilton but is adapted to the Cardiff situation (e.g. Employee of the Month with locally-based rewards).

	Strengths–Threats (ST)
	· Intensify brand loyalty through the provision of long-term contracts, exclusive Hilton advantages, and well-organised promotional ways so that Hilton Cardiff can be more competitive to challenge other hotels (He et al., 2019).
· During the recruitment process, emphasise the international stability of Hilton and training to assure prospective recruits of the firm's stability in the face of instability in the industry in general.

	Weaknesses–Threats (WT)
	· Minimise the use of agency staffing through the establishment of a Flexible Staff Pool, the introduction of part-time contracts of employment with benefits and recruitment specifically to work at weekends/ events (Hayat and Afshari, 2022).
· Undertake semi-annual personnel climate surveys as well as exit interviews to monitor engagement and anticipate turnover patterns.
· Offer resiliency and mental health training sessions to the employees to overcome staff burnout and ensure long-term retention.



[bookmark: _Toc200789963]Recommendations & Change Management
[bookmark: _Toc200789964]Proposed Solutions for Employee Retention & Engagement
Digital employee management system implementation: At present, Hilton Cardiff resorts to outdated scheduling and communicative habits, based on which the company does not get real-time access to the rota changes or does not introduce clear communication between the employees and managers. The transition to a cloud-based system like Deputy, RotaCloud, or Planday should be made so that the staff can easily view and request shifts and trade them (Holman, 2013). Such technological updates would enhance the flexibility of scheduling, decrease absenteeism, and allow the staff to gain control over their working pattern, which is a major determinant of raising employees' satisfaction and control over their work-life balance.
Inclusive employee engagement plan: Hilton Cardiff needs to implement an all-encompassing internal staff engagement and recognition programme. The Hilton brand in the broader sense has general policies on employee recognition, but this is not always personalised at the hotel level. To generate a greater feeling of appreciation, it is possible to develop a tailor-made programme, like the establishment of “Cardiff Stars”, where exceptional contributions are rewarded every month (Kang et al., 2022). They should be peer-nominated and management-led with minor rewards that may include gift vouchers, extra paid days off, or highlighted social media shoutouts. This program will boost morale, introduce healthy competition, and eliminate sentiments of being undervalued, which in most cases contribute to attrition.
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[bookmark: _Toc200750915]Figure 1: Ideal Employee Retention Approaches in the Hospitality Sector 
Source: (Benitez and Medina, 2022)
Regional staff acquisition plan: The hotel needs to consider implementing a Local Talent Development Framework that’s centred around recruiting within the student population of Cardiff and providing them with a structured part-time position that has the opportunity to advance within the company. Through collaborating with Cardiff University, Cardiff Metropolitan University and local colleges, Hilton Cardiff will be able to create hospitality internships, job shadowing experiences, and career talks (Grynko et al., 2024). Not only does this create a sustainable pipeline of entry-level talent, but it also helps Hilton Cardiff take its place as an employer that gives back to the immediate community. Also, the establishment of transparent career move lines within departments, including the opportunities for internal promotions, can encourage junior staff to remain long-term committed to the company.
[bookmark: _Toc200789965]Change Management & Implementation Plan
The Hilton Cardiff strategic recommendations that have been suggested will, when implemented, need careful planning, a structured implementation process and strong leadership that will guarantee organisational alignment and minimum disruption. The hospitality industry is notorious for resisting change because of the established mode of operations, hierarchical organisational cultures, as well as pressurising work conditions (Grant, 2021). To make such initiatives successful, Hilton Cardiff should incorporate an effective change management model that will facilitate communication, stakeholder engagement, employee engagement, and continuous assessment.
Kotler Change Management Model
Among the models that best fit Hilton Cardiff is the 8-Step Model of Change developed by Kotter, as it is a practical step-by-step guide with a sequential approach to new practices embedment.
Create: The top management should be vocal about the dangers of not taking action, i.e. further turnover, increase in staffing expenses and poor guest surveys, to build a sense of urgency among managers and department heads (Greenhaus et al., 2003). This can be done in the form of visual dashboards, performance reports and comparing against competitor benchmarks.
Build: An inter-functional team must be established with HR leads, department managers and influential front-line workers. Such an alliance will lead the change, mediate communication, and give real-time feedback regarding the obstacles to implementation.
Form: The change vision must be clear: To be the most employee-oriented hotel in Cardiff by 2026 via flexible work practices, substantial recognition, and career progression. Particular programmes (e.g. the use of rota technology, the introduction of Cardiff Stars, and the establishment of a local talent pipeline) must be aligned with this vision (Goh and Okumus, 2020).
Enlist: The vision and planned changes should be repeated at all levels using staff meetings, digital noticeboards, intranet posts, and one-to-one briefings. Communication must be based on the benefits of the changes to staff well-being, advancement, and work-life balance.
Enable: Employees should be empowered by being trained on new systems (e.g., rota management tools), welcomed to make flexible working suggestions, and any procedural bottlenecks eliminated (Francis and Baum, 2018). Management should also be sensitised to the need to be more inclusive and supportive in their leadership.
[image: ]
[bookmark: _Toc200750916]Figure 2: Kotler Change Management Model
Source: (Kotter, 2012)
Generate: Early gains need to be recognised and applauded. As an example, the benefits of using a rota app, like a drop in absenteeism or an increase in shift satisfaction, should be communicated to all employees after the first month of the implementation. Rewarding early contributions by the employees will enhance positive momentum.
Sustain: The implementing team should constantly check the progress, collect feedback and optimise the processes (Even and Christiansen, 2023). Continuous cycles of improvement should be instilled, with a quarterly review of engagement measures and post-surveys.
Institute: The new strategies, such as flexible scheduling, staff recognition, and a frequent feedback loop, have to be incorporated into Hilton Cardiff's policies, job descriptions, and training programs. Leadership succession plans must focus on leaders who believe in and activate the new culture.
Implementation Timeline
Implementation must be staged and should take 12 months to provide time to pilot, to readjust and to roll out organisation-wide.
· Month 1-2: Assemble change leadership team; spread the vision; procure digital tools.
· Month 3-4: Test rotas software in 1 department & institute staff recognition program.
· Month 5-6: Launch flexible contracts and mental health programs; establish relations with local universities.
· Month 7-8: Scale the digital tools to a hotel-wide level; feedback workshops; analyse the short-term results (Grant, 2021).
· Month 9-12: Formalise policies that work; carry out impact assessment; streamline into long-term HR plans.
Contingency & Risk Mitigation Plan
Change would only be successful through inclusive communication. All employees are supposed to feel informed and empowered. Leadership coaching has to be provided to managers to increase the volume of their ability to communicate emphatically, handle conflicts, and give supportive feedback (Choon Chiang∗, 2007). The external partners, including universities, recruitment agencies, and mental health providers, should also be involved in stakeholder mapping because they contribute to the successful implementation of different initiatives.
The obstacles to change will probably arise with long-term employees or managers who have a low opinion of emerging technologies. To handle this, Hilton Cardiff ought to:
· Conduct training and question-answer sessions before the implementation of technology.
· Appoint team-based change ambassadors.
· Put in place anonymous channels of suggestions to employees so that employees can raise concerns (Chathoth et al., 2023).
· Adopt a flexible pilot strategy which includes the opportunity to revise before the full-scale implementation.
[bookmark: _Toc200789966]Measurement of Impact and Success
[bookmark: _Toc200789967]Key Performance Indicators (KPIs)
Employee turnover rate: One of the key metrics (KPI) will be the voluntary turnover rate of the hotel. Within 12 months after implementation, the existing baseline (projected to be more than 30% per year in operational positions) ought to be decreased to less than 20% (Chathoth et al., 2020). It will be possible to detect the patterns early by doing a monthly review and a quarterly review.
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[bookmark: _Toc200750917]Figure 3: Employee Retention & Engagement Ratio in Hotels
Source: (Demirović Bajrami et al., 2022)
Shift Fulfilment and Absenteeism: The effectiveness of rota flexibility, the development of staff pools and employee wellbeing initiatives will be determined by monitoring unplanned absence levels, rota coverage performance and shift fulfilment (especially at weekends and during events).
Staff Satisfaction Index: Hilton Cardiff ought to carry out quarterly anonymous surveys having perceptual fairness, workload, morale, communication and recognition as their themes (Chiang and Jang, 2008). With a standard 1 to 5 Likert scale, it is expected that a baseline needs to be determined before implementation, but it is desired that it shows at least a 15 to 20% improvement in two quarters.
Service-related Guest Satisfaction Ratings (GSR): The monthly analysis should be done on the feedback left on sites like TripAdvisor, Google Reviews, and the internal guest satisfaction surveys provided by Hilton (Buchanan and Huczynski, 2019). Fewer complaints about the speed of service and its cleanliness and attentiveness will show that the staff is more engaged and consistent in its work.
Internal Promotion Rate: One of the talent development strategies is to develop a career progression. There should also be an increase in the numbers of staff promoted internally, particularly to supervisory positions, over the 12 months, against figures of the past 12 months.
[bookmark: _Toc200789968]Feedback and Monitoring Mechanisms
An integrated feedback ecosystem should support measurement to guarantee real-time monitoring and responsive action.
· Monthly short, departmental meetings in which employees are encouraged to provide feedback or to raise an issue anonymously or not. Such meetings make it possible to correct the course immediately and develop transparency in the process.
· Digital Staff Engagement Tools The incorporation of feedback modules to the rota software will enable staff to rate their shifts, offer suggestions or raise concerns anonymously (Brozovic et al., 2024). This information can be compiled to give a trend on the morale of the staff.
· Exit interviews will still be done in a structured manner to give an insight into the reasons for leaving. Also, Hilton Cardiff ought to implement stay interviews which are conducted with long-serving employees to know what is performing and what needs to be done to retain essential employees.
· Dashboards must be developed to display the weekly and monthly KPI performance Operational Performance (Boxall and Purcell, 2022). The HR and management team of the hotel should review this and consider it when making real-time strategic decisions.
[bookmark: _Toc200789969]Cost Implications & Resource Planning
[bookmark: _Toc200789970]Estimated Budgets & Resource Allocation
To ensure that the consultancy recommendations are actionable and sustainable, there is a need to have a comprehensive understanding of the costs involved as well as the resource implications. Hilton Cardiff needs to determine the financial viability of the proposed workforce engagement strategy and, at the same time, balance it with its existing operational budget and headcount (Buttrick, 2013). This strategic budget is a small fraction of the annual operational costs of a hotel such as Hilton Cardiff, especially in comparison to the cost of continuous staff turnover and agency staffing (which, at front-line positions, can easily run above 2,000 to 3,000 per vacancy) (Boella and Goss-Turner, 2013). The suggested investment is more people than process-focused and may well provide a positive payback in the form of decreased turnover, higher service scores and/or increased productivity.
	Initiative
	Estimated Cost (£)

	Digital Rota Planning Method
	£3,000 

	Workforce Reward Program
	£2,500 

	Employee Welfare Program
	£4,000 

	Internal Collaboration Plan
	£1,500

	Local Talent Acquisition 
	£1,500

	Training & Development Plan
	£2,250

	Flexible Pool Incentives
	£3,500

	Emergency Funds
	£1,750



Human Resources will lead the pack in terms of enabling these changes, such as managing the adoption of rota software, organising wellbeing programs, and managing relationships with educational institutions. The managers of the separate departments will be asked to spend some time on training, pulse meetings, and feedback forums (Aravopoulou, 2016). To help with the implementation, the hotel would also benefit by designating internal ‘Change Champions’ who are employees representing different areas of the hotel business that could undergo some extra training and could be given up to 4-6 hours a month to help with communication efforts, mentoring, or balancing team spirits. Regarding the external resources, the hotel will enjoy the involvement of the third-party providers to:
· Digital human resource systems that provide initial onboarding.
· Mental well-being and health services.
· [bookmark: _Hlk200750765]Periodic leadership training workshop (Demirović Bajrami et al., 2022).
· Such partnerships are supposed to be instituted through short-term service contracts to contain the expenses and assess efficacy before expansion.
[bookmark: _Toc200789971]Action Plan
[bookmark: _Hlk200750878]To facilitate the effective realisation of the recommendations made in this consultancy report, the following action plan offers Hilton Cardiff a structured, time-bound and costed manner of implementation. The table lists the most relevant problems, suggests the potential solutions, and describes the expected results, estimated time scales, budget, and the stakeholders who should take care of the issue. The action plan would be aimed at promoting accountability, proper time management and efficiency in the use of resources (Benitez and Medina, 2022). It encompasses short and medium-term solutions, such as the introduction of digital technologies, improving employee recognition and engagement, and creating flexible staffing arrangements. The plan also makes sure that the progress is both measurable and closely monitored with the help of regular review cycles and stakeholder reporting. Senior management of the hotel and the HR department ought to collaborate with department heads and external providers to ensure that these interventions are provided according to the allocated timelines (Burnes et al., 2018). To facilitate agile execution, the hotel should consider a staged-out model, starting with pilot testing in a single department, and then initiating programs in the overall hotel operation.
	Problem
	Solution
	Desired Outcome
	Timeline
	Estimated Cost (£)
	Responsibility

	Low engagement and turnover of staff
	Open rota management software such as Planday
	Increase work schedule flexibility and autonomy of staff
	30-90 days
	2,500
	HR Manager & IT

	Morale and lack of recognition
	Implement monthly staff awards in Cardiff Stars
	Increase the motivation and appreciation culture
	60-120 days (ongoing)
	2,000
	HR & Department Managers

	The local talent pool is underutilised
	Collaborate with universities in internships and recruitment
	Develop a Talent pipeline sustainably
	90-180 days
	2,500
	HR & University Liaison

	Employee burnout and stressfulness
	Put in place wellbeing programmes such as training & counselling
	Encourage the mental welfare of staff
	160-200 days
	5,000
	HR & External Providers

	Reliance on agency workers
	Create an internal Flexible Workforce Pool
	Cut expenditures and enhance service quality
	150-300 days
	3,000
	Operations Manager & HR

	Communication hurdles
	Organise weekly meetings & receive feedback from staff
	Decrease secrecy and employee voice
	60-360 days
	2,000
	All Department Heads



[bookmark: _Toc200789972]Conclusion
This consultancy report has discussed the urgent organisational challenge of employee retention and engagement in Hilton Cardiff, a leading city-centre hotel premise that bears the internationally renowned Hilton brand name. By critically examining the internal and external environment variables in the case of Hilton Cardiff and witnessing the depth of the issue through strategic analysis models like STEEPLED, SWOT, and TOWS, one can easily deduce that the problems facing Hilton Cardiff are many-faceted and tightly entrenched in changing employee needs and expectations, age-old HR systems, and lack of operational flexibility (Abolnasser et al., 2023). The main points highlighted in this research are that Hilton Cardiff is encountering a high degree of voluntary turnover, mainly within operational areas of the hotel, including front-of-house, housekeeping and food and beverage. All these are coupled with inadequate internal communication, inflexible scheduling, insufficient staff appreciation, and inadequate integration of local talent. On the external front, the effects of wider macro-environmental forces, such as labour shortages related to Brexit and the post-pandemic shift in employee priorities, and the competition over hospitality talent have exacerbated the ability of the hotel to maintain a stable workforce and morale (Appelbaum et al., 2012). To remedy such dire situations, this report has developed a multi-faceted, feasible and affordable set of recommendations, focused on digital transformation, staff welfare, local hiring and cultural shift. The main initiatives are the introduction of cloud-based rota software, a tailor-made staff recognition scheme "Cardiff Stars", a framework of Local Talent Development and a Flexible Workforce Pool (Baum, T., 2006). This set of recommendations is followed up with a powerful change management strategy using an 8-Step Model introduced by Kotter, making implementation strategic and inclusive. In addition, a set of well-defined Key Performance Indicators (KPIs), such as staff turnover rate, absenteeism, staff satisfaction scores, guest service ratings, and the rate of internal promotion, will be used to measure success. A system of feedback, such as monthly pulse checks, a digital engagement platform, and systematic stay interviews, will assist in tracking the progress and keeping alignment with the needs of the staff (Benhadda and Chibili, 2019). The financial side of this strategy has been thought through as well, as the overall estimated budget of the implementation has been calculated as less than 20,000 pounds, which is certainly affordable to a mid-sized international hotel. It is important to note here that the financial payback in the long term in terms of lower turnover, higher productivity and better service delivery is likely to far exceed the initial cost outlay. As this report will highlight, there is a dire necessity for Hilton Cardiff to adopt a proactive and people-oriented attitude towards the management of its workforce. This consultancy strategy is successful not because of the systems or structures implemented, but because the hotel managed to develop a sincere culture of engagement, recognition, and flexibility. When properly done, Hilton Cardiff will not only manage to stabilise its workforce but also re-establish itself as an employer of choice in the Cardiff hospitality market.
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