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Executive Summary
The consultancy report was prepared to solve critical issues with operations and services at Hilton Cardiff, a major hotel in the city of Cardiff, Wales. The main goal of the report was to examine why guests were dissatisfied why the hotel's operations were struggling, and how it affected the hotel's reputation and finances. Further, this research has also provided useful guidelines or strategic recommendations for improving the situation.
The first stage of the analysis has portrayed where Hilton Cardiff was situated, the number of rooms it has, and the services it offers. As a member of the Hilton brand, Hilton Cardiff dealt with a lot of issues, with the main concerns involving its spa services, the quality of its meals and drinks, handling of guest comments, and assigning rooms. The aspects the research has mentioned had brought on negative reviews by hotel guests, made guests less happy, and put the hotel at risk of losing its place in the Cardiff hospitality industry.
A thorough review of recent customer feedback, including the one from April 2025, showed that guests had problems with spa upkeep, cleanliness, the food they received, and service. Such problems hurt the way Hilton’s brand was recognised around the world and threatened both guest loyalty and revenue. The consultancy analysed data from several dissimilar sources to make sure the information was well-rounded and free from bias.
Key data of this report were collected through guest reviews, industry reports, and internal benchmarking standards. Recent reviews, posted on TripAdvisor, have claimed that there is an ongoing need for the spa areas since they fail to meet consumer preferences and expectations on food and overall hotel services. This scenario has also detrimentally impacted the hotel’s reputation, thereby declining the project occupancy rates by 15% at large. 
Also, the core findings from three main strategic frameworks, including SWOT, STEEPLED, and TOWS matrix, have helped the report identify the core weaknesses, including facility maintenance, service delivery and overall feedback management. Among all these, the main pressing issue has been the outdated operational structure of the hotel, limited staff training feasibility, and lack of technological integration, resulting in negative feedback from consumers at large. 
In this regard, six strategic recommendations are provided, including the complete renovation of the spa and wellness centre, revamp of the food and beverage services, the introduction of a structured feedback system, upgradation of the reservation software, initiation of staff training programs, and the implementation of eco-friendly practices at the hotel at large. These recommendations are believed to help Hilton Cardiff Hotel elevate guest satisfaction, thereby securing long-term profitability and competency standards in the ever-changing hospitality marketplace. 
A full renovation of the Spa and Wellness centre has taken place. It was suggested that all the spa, sauna, steam rooms, and relaxation areas be updated to match today’s standards, make the place cleaner, and give guests a better experience. Such an area was regarded as appealing to health-minded customers and helpful in raising spa revenue. Modernising the menu, improving how food is prepared, and training employees better were suggested to tackle comments about food and service, with the goal of providing a more satisfying meal each time and generating more income. Using a centralised online platform for real-time feedback and response so that guest issues are managed fast, and the hotel can use the feedback to improve all the time.
This research has also highlighted that modernise the process for allocating and reserving rooms. A range of software upgrades for the reservation system was suggested to allow for better tracking of what guests want and improved assignment of rooms. Regular training programmes for the team were recommended to help them get used to new procedures and continue to serve well. Adopting energy-saving solutions and cutting down waste was suggested to fulfil rising environmental targets and save money. All the recommendations had plans covering how they would be put into practice, the money needed, and the expected results. The entire investment was estimated to be about £800,000, based on Hilton Cardiff’s capability of revenue generation.
To ensure that these recommendations were accepted, change management approaches were introduced. Among these methods were regular conversations with stakeholders, broad training, and frequent tracking of performance to catch any issues and keep everything going well. It was emphasised that support and involvement from staff were important to stop resistance and keep everyone's spirits high during the change. They set certain performance indicators, such as how guests feel about the place, the day-to-day performance, finances related to dining and spa and keeping valued staff members around. Steps were put in place to regularly check if the progress could be maintained and make any changes needed. A report was shared with Hilton Cardiff that mentioned the issues, solutions, goals, planning timelines, set deadlines, and budgets for each activity. It has clearly outlined how to conduct the project, aiding in the good management of it.
The report has finished with a recommendation that Hilton Cardiff can once more be a leading hotel by making smart investments and enhancing its services. It also showed its appreciation for working with the hotel and promised to assist with any future projects. The consultancy report, overall, provided an accurate picture of what was wrong with Hilton Cardiff and clear guidance on how to fix it. If the measures were put into place properly, they could increase guest satisfaction, improve how the hotel works, make its finances better, and support the hotel's competitiveness in the hospitality industry.
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[bookmark: _Toc200626819]Purpose of the Report
The consultancy report will be drafted for Hilton Cardiff, which is part of the Hilton Hotels & Resorts company. It has recently become known that clients are unhappy with the hotel service, and their experience at the spa and wellness centre is very unsatisfying (Ali et al., 2021). Therefore, several guests reviewed and rated the hotel badly and wrote negative comments about it, which could harm its reputation in the future. The main purpose of this consultative report is to review the present situation, uncover serious issues, and present tips to help and manage the hotel effectively in its position. Of the Christie & Co Consultancy firm.
[bookmark: _Toc200626820]Identified Issue: Poor Service and Facility Standards
The latest customer surveys have shown that guests are dissatisfied with the cleaning, conditions of the property, and the lack of proper service at Hilton Cardiff. In April 2025, a user on TripAdvisor spoke about their visit, saying that the spa was old and covered in mould, with pieces missing in the shower. It was also reported that both the sauna and the steam room did not heat up to their intended levels, so guests could not use them (Tripadvisor.com, 2025). It was also noted in the review that the breakfast was entirely cold and should not be eaten. It points out where the system is failing in facility management and food and beverage operations. Such problems damage Hilton's worldwide image for providing quality and consistency and hurt its chances of bringing in regular customers and standing out in the Cardiff hospitality field.
[image: ]
Figure 1: Consumer Review on Hilton Cardiff
(Source: Tripadvisor.com, 2025)
[bookmark: _Toc200626821]Hotel Background
The Hilton Cardiff is a 5-star hotel on Kingsway, Greyfriars Rd, Cardiff CF10 3hh, facing Cardiff Castle and several attractions (Hilton.com, 2025). Built in the early 2000s, the hotel boasts 202 luxurious guest rooms and suites with an updated fitness area, a spa, conference rooms, a restaurant and a bar (Meetcardiff.com, 2025). Due to its prime and expensive setting, the hotel attracts business travellers, people visiting for leisure, and couples wanting a city vacation. Being part of Hilton Worldwide, it gains the advantage of the worldwide Hilton Honours. Loyalty programme and global expertise in running hotels (Hilton.com, 2025). 
[bookmark: _Toc200626822]Background of the Consultancy Firm: Christie & Co
The report has been produced by Christie & Co, a UK company with headquarters at Whitefriars House, 6 Carmelite Street, London EC4Y 0BS (Christie.com, 2025). Christie & Co focuses on providing advisory expertise to companies in hospitality, leisure, and care, by offering strategic advice, analysing the market, and consulting on operations. With almost 90 years in the industry and a deep understanding of hospitality trends, the firm is ready to assist Hilton Cardiff in running smoothly and satisfying its guests.
[bookmark: _Toc200626823]Analytical Frameworks Used
To make informed and effective recommendations, the report will use several standard organisational and environmental analysis methods, which include:
· STEEPLED Analysis: It will analyse the Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic factors of the macro-environment that are influencing the hotel's practices and customer service (McKinsey.com, 2025). One example is that the pandemic has influenced the recovery of the economy and what guests expect from hotels.
· SWOT Analysis: It will help in analysing Hilton Cardiff’s internal strengths and weaknesses, along with the external opportunities and threats affecting the hotel now and shortly (Saif, 2024).
· TOWS Matrix: The TOWS matrix, based on the SWOT, will help the analysis of potential strategies by looking at the organisation’s resources and the environment outside.
The aforementioned frameworks will function as a reference for careful study and a plan of action that helps Hilton Cardiff deal with current challenges and return to its well-known service standards.
[bookmark: _Toc200626824]Analysis
[bookmark: _Toc200626825]Description of the Issues
Hilton Cardiff is dealing with a lot of problems in running the hotel, which is making guests unhappy (Tripadvisor.com, 2025). These problems include keeping the rooms clean, making sure guests are looked after, serving healthy food, and taking care of the premises. Recent guest reviews, especially one from April 2025 on TripAdvisor, say there are several problems like the spa has mould, the sauna does not work well, and the breakfast is not very warm (Tripadvisor.com, 2025). Such bad experiences are quite different from what Hilton usually promises (good service and quality everywhere) and harm the hotel's reputation both operationally and financially.
This analysis will look at what these problems are, how they affect the hotel, and the reasons behind them. In addition, a STEEPLED analysis will show how external factors affect the hotel, while SWOT and TOWS analyses look at what the hotel is good at and where it might need to improve, with opportunities and threats they are facing. The goal is to show what the current problems are and suggest some best ways to move forward.
[bookmark: _Toc200626826]Identification and Impact of Issues
1. Facility Maintenance and Cleanliness: One of the biggest issues that guests have mentioned is that the spa is not in exceptionally good condition. Visible mould on tiles, missing parts of the premises, holes in the walls of the showers, and saunas not working well - all show that the place has not been well taken care of (Tripadvisor.com, 2025). Such conditions not only make guests feel uncomfortable but also make it harder to keep things safe and healthy for everyone.
Impact on the Hotel Reputation: In the digital age, people often rely on reviews they see online to help them choose what to buy. Poor cleanliness reviews can make a business get fewer good ratings on sites like TripAdvisor and Booking.com, and this can hurt how many people book a stay (Singgalen, 2024). According to previous market research, hotels that got complaints about cleanliness saw their occupancy rate go down by around 15-20% in the next six months.
Revenue: Ancillary revenues from spa services help hotels make more money. When spa facilities are unusable, they can no longer bring in money from these sources (Tabares et al., 2023). Additionally, unhappy guests usually would not pick the nicer rooms and often do not come back again.
2. Service Delivery and Food Quality: Complaints about the breakfast being cold and not good to eat show that something is wrong with how the food and drinks are managed (Wu et al., 2024). This issue is important because breakfast is a big part of what most guests expect when they stay at a hotel.
[bookmark: _heading=h.19fwhvokqawz]Impact on Hotel Guest Satisfaction: Food quality is directly tied to how happy guests are with their experience (Hilton.com, 2025). Hilton’s failure to meet standard expectations gets them bad reviews, and this makes it harder for the hotel to compete with others.
Brand Consistency: Hilton markets itself as a leader in the hospitality industry and always tries to give guests the same good service, whether they travel to North America, Europe, or Asia (Hrc-international.com, 2025). These localised failures make it hard for the brand to meet what people expect, which can make them less loyal.
Competitive Position: Cardiff’s hospitality market is fierce, and a lot of hotels here have great food and drinks for guests. Hilton Cardiff might lose customers if it does not do a better job with food in the restaurant.
3. Room Allocation and Customer Expectations: Another problem that often comes up is guests not getting what they asked for, like the kind of view they wanted. For example, people who wanted a view of the castle said they ended up getting rooms facing the parking lot instead (Forbes.com, 2025).
Impact on Hotel Customer Loyalty: Meeting guest preferences helps them feel more comfortable and makes them want to come back again (Kang and Lee, 2022). Failure to do so affects the guests, and this in the long run is likely to have an impact on the business.
Negative Publicity: Such experiences are often talked about on social media and on review sites, which can hurt how a hotel looks online and can affect whether people choose to stay there (Gabbard, 2023).
Operational Inefficiencies: This shows there might be issues with how rooms are reserved and given out, so it might be an innovative idea to train staff better and update the way things are set up (Jiang, 2023).
4. Feedback Handling and Reputation Management: Effective management of guest feedback helps keep the hotel's reputation good (Thi et al., 2021). Hilton Cardiff did not act fast enough to deal with bad reviews or complaints, which made the problems even worse.
Impact on the Hotel Online Ratings Decline: Studies show that hotels that do not reply to reviews often get their average ratings dropped by as much as 0.3 to 0.5 stars over time (Hbr.org, 2025). Lower ratings make it harder for people to find the property, and they can make others think less about the brand.
Guest Trust: Lack of responsiveness makes guests feel like they cannot count on the hotel, which shows that the staff are not immensely helpful, and could keep people from coming back (Dossow and Kern, 2022).
Brand Image: Negative feedback, if not managed well, can hurt the whole Hilton brand and make it harder to get things back on track (Ku et al., 2024).
[bookmark: _Toc200626827]Causes of the Issues
The root causes of poor service integration and facility standards, resulting in detrimental guest satisfaction, have stemmed from a range of factors, including ageing infrastructure, poor facilities management, and insufficient staff training at large. 
· Ageing Infrastructure: The hotel has been open for business for over ten years. Equipment and machinery will not last long if they are not regularly refurbished (Lombardo, 2023). The challenge comes from not keeping up with repairs and having old designs.
· Operational Challenges: There is not enough staff working in cleaning and maintenance services, and training is not continuous, which has led to a drop in service standards. According to the UK Hospitality Association, the employee turnover rate in the hospitality sector stood at 31% in 2024, indicating that employees are not staying in these jobs for an exceptionally long time (Cipd.org, 2025).
· Maintenance: These maintenance issues have been exacerbated by budget limitations and the implementation of reactive strategies, compared to the proactive strategies employed at a larger scale (Lacalle, 2024). These issues have also led to the limited renovation integrity of the hotel spa, resulting in ongoing consumer dissatisfaction with standards and reputational damage to the Hilton Cardiff Hotel. 
· Staff shortage: Due to the ongoing staff turnover based on detrimental reputational standards, inconsistent service delivery has been a prominent issue with the Hilton Cardiff Hotel (Hastwell, 2021). This requires high-end staff training and developmental programs so that guest expectation standards can be leveraged over time. 
· Staff training: Detrimental communication standards among Hilton Cardiff Hotel staff and limited integration with the training and developmental programs have led to staff turnover over time (TripAdvisor, 2022). Resultantly, this scenario has led to the deterioration of guest experiences with considerable damage to guest expectations.
[bookmark: _Toc200626828]Research Methodology and Sources
Adoption of both qualitative and quantitative analysis can be advantageous in terms of extracting relevant information or data regarding the market environment, guest feedback, and strategies of key rivals (Thelwall and Nevill, 2021).
· Guest Reviews: Reviews during this period were analysed to find any trends in cleanliness, service, and amenities (Tripadvisor.com, 2025).
· Industry Reports: The reports from the UK Hospitality Industry in 2024, discuss the different trends by analysing the statistics related to market growth, expenses and customer trends (Store.mintel.com, 2025).
· Academic Literature: Studies considering service quality, customers’ experiences, and how hotels are managed as brands (Mckinsey.com, 2025).
· Corporate Standards: The company's worldwide brand manuals and service standards information (Ir.hilton.com, 2025).
· Local Market Data: Statistics, economic expectations, and benchmarking data about Cardiff are all available in the Visit Wales 2025 reports (Businesswales.gov.wales, 2025).
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	Factor
	Description & Relevance to Hilton Cardiff

	Social
	Increasing customer awareness and demand for hygiene and wellness post-pandemic (Chissom, 2024). In this setting, spa cleanup and hygiene maintenance are highly relevant. 

	Technological
	The lack of smart maintenance and monitoring of the hygiene tracking tools has significantly impacted the guest safety and service quality of Hilton Cardiff Hotel. 

	Economic
	Inflationary pressures on food and labour costs are embracing hotel margins (Hotelowner.co.uk, 2025). Based on facility deterioration, investment upgrades are needed to restore workflow. 

	Environmental
	Growing demand for sustainable practices - energy efficiency and waste reduction requires investment in upgrades. Spa facilities currently have limited integration towards sustainability. 

	Political
	Labour laws and health regulations impose operational requirements that increase staffing and maintenance costs (Ioannou and Dukes, 2021). These legal liabilities can also lead to unsafe spa environments. 

	Legal
	Compliance with UK health and safety regulations is mandatory. Non-compliance risks fines and reputational damage (Hse.gov.uk, 2025).

	Ethical
	The ethical obligation to promote a clean and safe environment for guests is mandated for Hilton Cardiff Hotel, thereby attracting and retaining guests. 

	Demographic
	Young professionals are mostly health-conscious and expect high spa quality and cleanliness (Makemytrip.com, 2025).


Table 1: STEEPLED Analysis
[bookmark: _Toc200626830]SWOT Analysis
	Strengths
	Weaknesses

	- Globally recognised Hilton brand can support the spa relaunching. 
	- Ageing property with visible mould broken shower and non-functioning steam rooms. 

	- Central location in Cardiff city can attract wellness tourists more. 
	- Negative recent guest feedback on key service elements such as cleanliness and food quality due to staff shortage and limited staff training efficiency (Idowu and Ogunlade, 2024).

	- Established a loyalty program providing repeat business (Zhou et al., 2021).
	- Inadequate operational management of guest requests and feedback, affecting the booking feasibility of consumers

	- Experienced leadership committed to high-end innovation of spa and strategic improvements. 
	- Staff shortages and insufficient training contribute to service lapses.

	Opportunities
	Threats

	- Capitalising on wellness tourism by refurbishing spa and wellness facilities in the post-pandemic scenario.
	- Rising competition from newer hotels offering personalised spa and wellness facilities and alternative accommodation platforms like Airbnb.

	- Technological innovation in maintenance and guest service delivery through convenient spa booking and hygiene maintenance (apps, AI chatbots) (Dsouza and D’souza, 2023).
	- Economic instability leads to reduced discretionary spending and travel (Theguardian.com, 2025).

	- Enhanced digital marketing and reputation management to counteract negative reviews.
	- Continued negative feedback is damaging the Hilton brand's local reputation due to the unresolved spa issues.


Table 2: SWOT Analysis
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	Strengths (S)
	Weaknesses (W)

	

Opportunities (O)
	SO, Strategies
	WO, Strategies

	
	- Hilton Cardiff needs to use brand strength to promote spa refurbishment by attracting wellness tourists (S1, O1) (Esg.hilton.com, 2025).
	- Hilton Cardiff needs to renovate spa facilities by providing potential training and developmental provisions to staff, thereby addressing guest dissatisfaction standards (W2, O1).

	
	- Leverage loyalty program to market service improvements and new wellness offerings (S3, O3).
	- Adopt technology to enhance guest communication and feedback responsiveness (W3, O2).

	


Threats (T)
	ST Strategies
	WT Strategies

	
	- Use prime location and brand reputation to reintroduce the spa services at Hilton Cardiff amid rising competition (S2, T1).
	- Address maintenance and operational inefficiencies immediately to mitigate reputational damage and detrimental reviews of consumers (W1, T4).

	
	- Enhance digital reputation management using leadership experience (S4, T4).
	- Reallocate the budget to improve core service areas and reduce risks from economic downturns (W2, T2) (Weaven et al., 2021).


Table 3: TOWS Analysis
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Although the company has faced certain problems in the past, due to a lack of strategic management, the brand value of the company has allowed them to ensure its competitive advantage across the industry. Currently, Hilton has developed a well-established loyalty programme which guarantees consistency in terms of customer retention and loyalty. Being in the heart of the city allows the hotel to attract a range of business and leisure guests because it is near significant tourist spots, transport links, and busy commercial areas (Tripadvisor, 2025). The hotel also has a capable management team that is willing to deal with any issues by involving professional consultants. Although there are challenges, the basic aspects of the hotel experience are still up to the expected standards, ensuring some people remain happy with what the hotel offers.
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The review helps in understanding the multiple issues that Hilton Cardiff faced regarding their inefficiency in terms of food and beverage services. In addition to this, the company also had issues while addressing the needs of the guests in terms of regular services. The section includes a description of planned strategies, actions, and methods for handling the services, focusing on the impact of the change along with an estimated budget plan to gauge success. These suggestions are designed to help the hotel improve its reputation, make guests happier, and ensure it remains profitable in the future. 
1) Comprehensive Spa and Wellness Facility Renovation: The first major step is renovating the Spa and Wellness Facility, after noticing recent complaints about uncleanliness, broken equipment, and worn-down areas. The project includes updating the sauna, steam rooms, showers, and relaxation areas to use modern colours and energy-saving technologies (Kalefa and Gado, 2024). Guest complaints over moulds and broken spa facilities have highlighted the need for not only physical refurbishment but also an improved service protocol. After renovation, the spa staff should receive training on the new equipment and better hygiene rules. Official reports have put the expected cost of this plan at around £500,000, while benefits include more satisfied guests, stronger adherence to safety standards, and extra income from the spa services.
2) Implement Advanced Guest Feedback Management System: The hotel should use a modern system to manage complaints and improve its problem-resolving process. The use of a centralised online platform will help businesses collect, view, and reply to guest reviews the moment they are submitted (Mishra et al., 2023). This system must be compatible with the existing hotel property management system for smooth hotel operations. It is important that staff are equipped to respond fast and well, and a separate group should regularly check trends and ensure that the service is improving. The company expects to pay around £50,000 for implementation. Some of the advantages are more trust from the guests, better decision-making, and a stronger reputation for the brand.
3) Upgrade Room Allocation and Reservation Systems: The next and final advice is to use technology to manage room allocation and reservations, which would solve complaints of guests not being able to choose their preferred rooms. Installing a modern reservation system that focuses on guests will allow for easy handling of requests, such as the view and room layout (Medium.com, 2025). Further, to ensure cleanliness and safety, the renovation needs to be aligned with strict hygiene checklists, along with digital maintenance tracking and regular service evaluation. It is important that staff work with the system smoothly, and a process should be set up to check for errors in allocating resources. With the upgrade, worth around £100,000, hotel guests will enjoy a more personal service, have less trouble with bookings, and the hotel will operate more smoothly. All these actions will shift Hilton Cardiff to better outcomes, happier guests, and the achievement of lasting profits.
4) Enhanced Guest Experience and Operational Excellence: Improvements suggested will increase both guests’ experience and the hotel’s internal functions. By fixing up spa facilities and refreshing how food and beverages are served, the hotel expects to make guests happy, leading to more guests and repeat bookings (Tai et al., 2021). By improving how reservations and guest feedback are managed, the hotel can make activities smoother, lower booking mistakes, and quickly address guests’ problems while they are staying. With these improvements, the hotel will be more competitive against other hotels in Cardiff.
5) Enhanced Staff Training and Wellness Programs: Hilton Cardiff can enhance service quality by making sure its staff participate in both additional training and wellness programmes. If employees are given training workshops and new professional development, they will learn the skills required to adjust to technology and service changes (Juba, 2024). Staff needs to be retrained with a critical focus on wellness, resulting in high-end hospitality standards at large, along with high-end supervisory compliance. Improving morale and making sure everyone can advance in their careers will encourage workers to stay in their jobs. Motivated employees help the hotel offer excellent customer service, which leads to an increased reputation and greater revenue.
6) Sustainable and Eco-Friendly Practices: With awareness of current hospitality trends, Hilton Cardiff should introduce sustainable practices all around the property. Instituting ways to conserve energy, water, and reduce waste, and use organic, local ingredients for the restaurant will save the business money and attract greener guests (Meetcardiff.com, 2025). Being green in the brand assists the hotel to meet global environmental objectives and, at the same time, serves to attract more eco-minded travellers, who favour environmentally friendly hotels.
[bookmark: _Toc200626835]Change Management Strategies
The change process of the Hilton Cardiff Hotel, regarding its detrimental facility and service delivery issues, can be aligned with the three most impactful theories, including Stakeholder engagement, Kotter’s 8-step change model, and McKinsey’s 7S framework. These three frameworks are detailed further. 
Stakeholder Engagement
Hilton Cardiff’s change management strategy starts by involving its staff well, as they play a significant role in conducting the proposed changes. To make sure all staff members are comfortable with each change, it is important to host regular meetings, send out newsletters by email, and give relevant briefings in the departments. There is a necessity to maintain a higher degree of honesty, transparency and sense of belonging, which in turn will make it easier for people to get involved and feel united (Sattari, 2025). Besides, methods of providing anonymous feedback will be provided, including survey forms, suggestion boxes, and open online discussion areas. Staff will use these platforms to express any worries, give their thoughts, and share ideas, making everyone feel included as the organisation transitions. Responding to staff members’ concerns promptly and politely will make them feel valued and work better together.
Kotter’s Change management model 
Kotter’s change management model can be subdivided into eight core stages to promote high-end, successful service transformation, which is detailed further. 
Create a sense of urgency
Hilton Cardiff Hotel needs to share the negative guest feedback with their staff, along with the loss of revenue standards, to help them develop an awareness of the immediate actions at large (Lacalle, 2023). This can also help them find out the root causes of client dissatisfaction over detrimental service delivery. 
Build a powerful coalition
This hotel can assemble a change team, including the spa, management, technical support, and maintenance leads, to optimise core improvements over time (Epsilon, 2024). This can optimise the hotel’s brand image over time. 


Create a vision for change
The managers of Hilton Hotel Cardiff need to develop a clear vision for growth and success by delivering premium spa services to the targeted consumers (Hatzilamprou, 2023). This can increase consumers’ integration with the brand over time. 
Communication of the vision
The managers of the hotel need to use team meetings and newsletters to consistently share the change (Londhe, 2024). This can reduce the change resistance and integrity among staff over time. 
Removal of the obstacles 
Managers of the Hilton Cardiff Hotel need to effectively allocate a budget for the refurbishment of the spa (Brzakovic et al., 2022). This also requires quality personalised staff training, so that skill-based barriers can be reduced over time. 
Creation of short-term wins 
The Hilton Cardiff Hotel can begin with a partial spa upgrade so that cleanliness and hygiene standards can be improved over time (Bologna, 2023). Developing improved cleanliness protocols can also provide better and quicker outcomes. 
Development of the change 
The hotel staff needs to use guest feedback to identify the areas of improvement (Bharwani and Mathews, 2021). These improvements and personalised service features can allow them to optimise renovation phases in the future. 
Anchoring of the change 
Once implemented, the change process regarding new and more optimal service standards of Hilton Cardiff Hotel can be anchored to its core operations (Ali et al., 2021). In this scenario, staff performance evaluation and regular monitoring can lead to sustained progress over time. 
McKinsey’s 7S framework
	Elements 
	Description and application on Hilton Cardiff Hotel 

	Strategy
	Renovation of Hilton Cardiff Hotel’s Spa is required by retaining staff, thereby addressing negative feedback from the clients to promote service expertise (Papallou et al., 2024)

	Structure
	The structure is hierarchical with departmental managers’ inclusion in decision-making (Sztorc and Savenkovs, 2021). However, more improved cross-functional coordination between the Spa and the hotel is required in the future. 

	Systems
	Systems need to be prominently updated by replacing outdated maintenance systems, thereby fostering real-time service tracking. 

	Shared Values
	Hilton Cardiff needs to be more committed towards hospitality service excellence, resulting in high-end guest interaction and satisfaction. 

	Style
	Reactive leadership needs to be changed to a proactive style to promote better risk management and operational improvements in the future. 

	Staff
	Staff are skilled yet overburdened, which can require more wellness-specific training and retention strategies (Walker and Nickson, 2024). 

	Skills
	Skill gaps are prominent among staff regarding limited expertise. To this end, high-end training and development programs need to be organised. 


[bookmark: _Toc200626836]Table 4: McKinsey’s 7S framework
Financial Overview
	Initiative
	Estimated Cost
	Description

	Spa and Wellness Renovation
	£500,000
	Full refurbishment with a sauna, steam room, new showers, and some quiet areas for relaxing. Incorporates modern decor, uses equipment that saves energy, and has better ways to keep things clean.

	Food and Beverage Service Overhaul
	£150,000
	Menu redevelopment, new kitchen tools, and making sure staff get proper training can help make food taste better, make service faster, and help guests feel happier when they eat out.

	Guest Feedback Management System
	£50,000
	Acquisition and integration of a centralised digital platform to help manage feedback from guests as it comes in, as well as make sure staff are trained to use it correctly (Anwar et al., 2024).

	Reservation System Upgrade
	£100,000
	Implementation of a new system that helps keep track of guest preferences, find the best rooms for people, and cut down on mistakes (Youssofi et al., 2023). It includes training the staff and setting up how the new system will work with everything else in the company.

	Total Investment
	£800,000
	Combined money is needed to fix any problems that come up while running the business, and to make things better for guests in important places.



Table 5: Financial Overview
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The benefits expected from adopting the suggestions would be felt at Hilton Cardiff in both the short and long run. Most notably, guests will enjoy a much better experience from these changes. In terms of refreshing the spa and providing better food and beverages, guests are likely to write good comments, attracting more customers, making people want to come again, and building loyalty to the brand (Li et al., 2020). Nowadays, having a positive guest experience matters a lot, as people rely on online feedback when choosing where to stay. The aim is to anticipate operational excellence by upgrading the internal systems supporting reservations and feedback gathering.
The staff will have a better chance to give accurate and efficient services, and this will help avoid some situations that unhappy guests might experience. Tracking tools will also help the hotel fix any problems and maximise daily activities (Medium.com, 2025). Overall, the implemented improvements should contribute to a better financial outcome for Hilton Cardiff. When guests are more satisfied, the hotel can earn more from special spa treatments and better dining, while a more organised operation can help reduce costs and improve effectiveness (Burnes, 2014). On top of that, by making long-term investments in infrastructure and training, the hotel can maintain a strong position in Cardiff's hospitality industry for years to come.
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	Number
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget (£)

	1
	Outdated spa facilities
	Partial spa refurbishment focusing on key areas (sauna, steam room, showers)
	Improved hygiene and guest satisfaction
	6 months
	Oct 2025
	350,000

	2
	Poor food quality and service
	Update menus and staff training, optimise kitchen workflow (Sreenivasan and Prajapati, 2024)
	Enhanced dining experience and service speed
	4 months
	Aug 2025
	120,000

	3
	Ineffective guest feedback management
	Implement a guest feedback platform with training
	Faster issue resolution and improved reviews
	3 months
	Jul 2025
	40,000

	4
	Inefficient room allocation
	Upgrade the reservation system to incorporate preferences
	Increase guest satisfaction and reduce errors
	4 months
	Aug 2025
	90,000

	5
	Staff adaptation challenges
	Conduct training workshops and continuous learning programs (Yoopetch et al., 2021)
	Smooth transition and improved staff morale
	Ongoing (starts immediately)
	Dec 2025
	50,000

	6
	High operational costs
	Introduce energy-saving measures in facilities
	Reduce operating expenses
	6 months
	Oct 2025
	150,000

	Total Budget
	£800,000



Table 6: Action Plan
[bookmark: _Toc200626839]Conclusion
This analysis has highlighted key issues that Hilton Cardiff currently deals with, including displeased guests who notice old spas, are not satisfied with food and beverages, are unable to give effective feedback, and are given uneven room allocations. Such problems have harmed the hotel's popularity, day-to-day activities, and ability to make money, which puts its competition with other hotels in Cardiff at significant risk. It was also recognised in the report that the company's international renown, a key place in the city centre, and focused management team would give Hilton Cardiff a solid base to improve.
The STEEPLED analysis pointed out that newer guest demands, technological changes, and economic problems are increasingly affecting the running of the hotel. By analysing the strengths, weaknesses, opportunities, and threats using the SWOT analysis, the team could create specific strategies for success. After that, a TOWS analysis was conducted to develop suggestions that would make weaknesses strengths and threats opportunities, helping to plan.
Some of the recommendations here are a full refurbishment of the spa and wellness area, updating both food and beverage services, using a modern feedback system, and revamping the ways reservations and room allocation are done. It is also recommended to offer better training to workers and promote sustainable practices to ensure the company operates efficiently in the future. For every suggestion, a plan for performing the work, strategies for managing any changes, a cost breakdown, and the benefits the changes are expected to bring are presented.
An action plan has been prepared for Hilton Cardiff, which gives a clear route for the project, outlines the timings and money needed, and notes the expected outcomes. The plan ensures that needed changes are put in place as quickly as possible and with minimal influence on regular operations. Metrics such as how guests are satisfied, how the business runs, its financial results, and staff retention will be examined to check if the strategies are effective.
Last but not least, overall, it is a wonderful opportunity for Christie & Co. since they have been invited and given the responsibility to analyse the internal business challenges by Hilton Cardiff and its respective administrators. This has also aided Christie & Co. in gaining knowledge regarding potential threats or challenges that can arise due to inferior facility standards. This, in turn, will also benefit the consultancy firm to improve their operation and strategic management to solve such issues in further future. Apart from this, Christie & Co also wants to portray a sense of gratitude to Hilton Cardiff, since it is advantageous for the consultancy brand to spread its brand awareness as well as enrich its service provision methods based on client's demands and preferences. 
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Worst Hilton ive stayed in!

| was left very disappointed with my recent stay. | had specifically
requested a room with a castle view but was instead given one
overlooking a car park. This was a major letdown, especially
considering the price and my expectations of a Hilton hotel.

The spa facilities were frankly disgusting and in desperate need of
renovation. There was visible mould on the tiles, parts were
missing, and there were even holes in the shower walls. Both the
steam room and sauna failed to reach a proper temperature,
making the experience unpleasant and unusable.

Breakfast was another major disappointment it was cold and
practically inedible.

Overall, this was by far the worst Hilton I've ever stayed in, and |
would not recommend it to others unless serious improvements are
made.
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