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A report by BrightEdge Hospitality Solutions
Consultancy Firm for Hilton London Bankside

[bookmark: _Toc201048669]Executive Summary
[bookmark: _Hlk200580946]The report was requested to address difficulties in the operation of Hilton London Bankside, which is part of the Hilton Worldwide chain based in London. Despite its luxurious image, the property consistently faces challenges, primarily due to poor communication within departments, particularly between the front desk, housekeeping, and the team in charge of food and beverages. Because Hilton's luxury brand revolves around high-quality service, this issue puts its strategy in danger. More and more travellers are looking for personalised treatment and are committed to the same level of quality wherever they interact with the brand. Failing to manage these standards may result in people viewing the brand negatively, receiving poor online reviews, and experiencing declines in guest satisfaction scores, Net Promoter Score (NPS), and revenue per available room (RevPAR). Hilton London Bankside is a new and stylish five-star hotel with 292 guest rooms, top services and plentiful meeting areas, welcoming business and leisure guests. Being in London's lively Bankside area, it is recognised for its design, good service and ease of access to cultural attractions. However, the pressures of the COVID aftermath—such as having fewer staff and increased guest demands—have made internal problems more visible. The hotel excels in branding and guest satisfaction, particularly in terms of location and comfort, but struggles to deliver consistent quality service across all departments. Several methods and tools were used in this report to analyse issues and create strategies for Hilton London Bankside. The SWOT analysis revealed what the hotel excels at, where it struggles, and the benefits and risks it faces externally. Next, the TOWS matrix helped change these insights into usable strategies. STEEPLED considers major outside factors that impact how things are run. A secure analysis of the findings was also conducted by comparing information from TripAdvisor, Booking.com, Glassdoor, McKinsey, Deloitte, and CIPD. Feedback from employees, online guest reviews, and industry comparisons were carefully analysed to support a detailed understanding and provide valid recommendations. There are four key findings. Previously, departments at Hilton London Bankside operated independently, and there was no unified communication platform, which led to issues such as task delays and inconsistent guest experiences. Lacking a standardised procedure results in inconsistent performance and confusion for clients. As noted in staff reviews, many employees leave the organisation or are unhappy because they feel detached from what the Company wishes to accomplish. This results in work not being done well, so guests complain, online reviews drop, less money is earned, and the Company needs to spend on training again. To solve these problems, the report recommends three solutions: using a resource and task management app (e.g., ALICE or HotSOS) to manage all operations and limit mistakes smoothly; creating standard guidelines and fixed key performance metrics to ensure equal service and responsibility; and initiating a programme to enhance staff skills and involvement, as CIPD (2023) says this can bring down turnover rates by over 20% and thereby help save recruitment and training money. The Company will gauge success based on raising the guest satisfaction rate on Booking.com and TripAdvisor by +0.3 in six months, making sure at least 95% of tasks are completed on digital systems within set limits, cutting frontline staff turnover to under 18% annually, having 100% of new employees finish their training within four months and seeing an increase in staff satisfaction survey scores by 20% in one year. With these KPIs, businesses monitor their performance in key areas, including guest experience, task completion, employee retention, and staff training. Out of the first-year costs, £11,000 will be allocated to the digital setup, £3,500 will be needed for standardising and introducing new Standard Operating Procedures (SOPs), £7,000 will cover staff training and involvement, and £2,000 will serve as a contingency. Since one hundred 292-room nights are worth around £22,500 at the £225 rate, the costs for improved operations are relatively small. BrightEdge Hospitality Solutions stands out because of its expertise in reorganising luxury hotel operations. We are responsible for ensuring that the internal activities of Hilton London Bankside align with the Hilton brand's primary objectives and respond effectively to market changes. Current data and best support all of our recommendations practises. We can handle the complexity of luxury hotels and help raise service quality while maintaining daily operations. We have helped top hotels refine their strategies, please their guests, and enhance the value of their brands. Using the advice in this report, Hilton London Bankside can change its weaknesses into major strengths in operations. Improving communication, standardising all processes, and involving staff will enhance services and morale. They are designed to minimise employee turnover, enhance guest satisfaction, and increase operational efficiency. Therefore, the hotel will enhance its reputation, maintain a strong position in the industry, and secure its success and growth for an extended period. They are designed to support present-day operations and facilitate ongoing improvement within the Company. By doing this, Hilton London Bankside will be able to enhance guest enjoyment, improve staff morale, and establish a strong industry presence, all while remaining sustainable and aligned with Hilton's global practices
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[bookmark: _Toc201048670]1. Introduction
This consultancy report examines a key issue affecting Hilton London Bankside, a five-star hotel ranked among the top in London's South Bank area. The flagship Hilton London Bankside, a five-star hotel, lies in the centre of London's busy cultural area. The problem is inconsistent communication and service within the Company, causing guests to feel dissatisfied, experience varying levels of satisfaction, and worry about the hospitality chain's performance. Even though the hotel is luxuriously located, strongly branded and close to Tate Modern and Borough Market, business divisions working independently and inconsistent service are starting to affect the level of consistency guests look for in Hilton. While these challenges are not currently critical, they could slowly jeopardise a customer's decision to return and impact the hotel's place in a crowded luxury hospitality market. This issue is more significant now than ever due to efforts to recover from the pandemic, increased guest expectations, and a growing focus on consistency throughout the guest journey. 
The Hilton London Bankside, which opened in 2015, features 292 rooms, including executive suites and well-designed event spaces (Hilton, 2025). With its extensive event spaces, diverse restaurants, and health facilities, the hotel welcomes guests for both business and leisure purposes. Its stylish modern look, advantageous location and high-end amenities prove it belongs among Hilton's finest luxury hotels. It will find a mix of international businesspeople, wealthy vacationers and event hosts here. As part of Hilton Worldwide, the hotel enjoys a reputable brand name recognised worldwide (Hilton, 2025). Nevertheless, in this case, the hotel has seen increasing splits within departments such as front office, housekeeping, and food and beverage, which contribute to forming guests' experiences. Tackling these operational obstacles enables Hilton to collaborate more effectively among employees, continue meeting its brand standards, and ensure that guests enjoy an enhanced experience.
This report was written by BrightEdge Hospitality Solutions, a firm from London that guides companies in the upscale and luxury hospitality industry in building better operations and improving their service. Thanks to advising numerous independent and branded European properties, BrightEdge utilises data and industry knowledge to provide solutions that enhance operations. Hilton London Bankside's senior management has tasked us with researching current operations, understanding the factors that lead to service inconsistencies, and suggesting robust solutions. We use a friendly and open approach to working, ensuring that our goals, brand culture, and employee motivation are shared.
This consulting work will use reputable strategic and diagnostic tools to organise their approach. Examining the external macro-environment using a STEEPLED analysis will encompass factors such as economic challenges, shifts in the job market, and technological advancements (Ghadani et al., 2024). A SWOT analysis will be performed afterwards, allowing the Company to assess its strengths and weaknesses about the opportunities and threats posed by the external environment (Rusteberg, 2024). Following this, the TOWS matrix is utilised to develop potential strategies based on these insights (Maity et al., 2023). The suggested Model, similar to Kotter's change management model, facilitates the implementation of newly proposed actions effectively, with proper stakeholder involvement (Rousseau and Have, 2022). Through this robust process, BrightEdge aims to share a clear and organised plan that helps Hilton London Bankside improve its operations and maintain brand consistency. This report will provide suggestions for addressing the problems analysed at Hilton Bankside.


[bookmark: _Toc201048671]2. Analysis
[bookmark: _Toc201048672]2.1 Overview of Identified Issue
Internal service problems occur at Hilton London Bankside when there is insufficient communication between the front desk, housekeeping and F&B teams. All departments work very well independently, but the lack of standard processes delays things and leads to mistakes. Guests who pay more expect the same high level of service each time, and failing to meet expectations can decrease their trust, NPS, and what they say about the property (Baquero, 2022). Although many guests appreciate the location (according to TripAdvisor, 2025), they sometimes find that staff interactions are inconsistent. When communication gaps exist in an organisation, people's morale drops and more workers leave (CBI, 2023). According to Glassdoor (2024), many users report confusion about their roles and a lack of teamwork. Due to the staff shortage following COVID-19, these inefficiencies negatively impact daily work and future staff retention.

Figure 1: Main issues of Hilton London Bankside (Author, 2025)
[bookmark: _Toc201048673]2.2 The Main Problem and How Organisations Are Affected
[bookmark: _Toc201048674]2.2.1 Effect on Employees
Hilton London Bankside relies on Hilton University and Thrive@Hilton (Hilton, 2025) for support, and guests usually note the positive values shown by the staff. Even so, there are frequent differences in communication because of unclear duties and poor cooperation (Lattacher et al., 2023). People in each department appreciate the support, though they feel that communication across departments is inadequate, which causes problems and uneven workloads. McKinsey (2023) discovered that employees are six times more likely to quit when they feel disconnected from their team. However, the 25% guest services turnover at Bankside is higher than the London average of 18% (Statista, 2024), indicating that guests need to work together better.
[bookmark: _Toc201048675]2.2.2 The Guest’s Experience
Visitors frequently praise Hilton London Bankside for its trendy design, excellent location and helpful staff at the front desk (Geng et al., 2023). On the other hand, TripAdvisor (2025) notes that most reviews are "Excellent," yet 18% express concerns about not meeting their expectations and poor team coordination. Guests lose some of the experience if rooms are not updated on time or if special requests are ignored—variation in the quality of service damages Hilton's ability to guarantee a positive guest experience. Liu et al. (2024) suggest that dependable service matters more to guests than glimpses of brilliance. Almost any communication mistake can reduce the satisfaction of high-paying clients and encourage them to write negative reviews, ultimately leading them to search for other companies.
[bookmark: _Toc201048676]2.2.3 Effects on the Company’s Finances
Having processes that are not uniform can negatively impact a company's bottom line (Baron and Armstrong, 2007). Revenue often decreases when guests are not satisfied. An internal analysis by Hilton suggests that a drop in rating from one star can cut RevPAR by 10% (Hilton, 2023). Because it has 292 rooms and an average room rate of £225, Hilton Bankside may lose up to £2 million each year (Gill, 2021). The Company may have to pay up to £120,000 annually to replace 36 departing employees (assuming £4,000 per hire, according to the Institute of Hospitality in 2022). These problems reaffirm the necessity of finding a planned, long-term answer instead of short-term ones that fail to fix the issue and protect earnings.
[bookmark: _Toc201048677][bookmark: _Hlk199569384]2.3 STEEPLED Analysis
[bookmark: _Hlk199587979][bookmark: _Hlk199573640]With the STEEPLED framework, organisations can review the critical external factors that impact their business activities (Ghadani et al., 2024). It comprises seven main areas: Social, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic. 
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Figure 2: STEEPLED Analysis (Ghadani, Ibrahim and Sahri, 2024)
Hilton London Bankside can better determine the leading external causes of its internal communication and service delivery issues. Such variables exist outside the Company, yet they shape the environment in which the inner systems must operate. Noticing them allows the hotel to organise its services in line with reality outside and to help all team members stay united.
	Factor
	Relevance to Hilton London Bankside

	Social
	Guests today demand consistent, personalised service. A 2023 PwC study found that 73% of hotel guests expect proactive, well-informed, and coordinated staff. At Bankside, inconsistent communication threatens Hilton's brand promise of exceptional hospitality.

	Technological
	The absence of an integrated task management system, such as ALICE or HotSOS, leads to inefficiencies. According to Deloitte (2023), 62% of hotels that utilise these platforms have seen improvements in guest satisfaction and staff productivity.

	Economic
	The UK’s hospitality sector faced a 4.6% inflation rate in late 2023 (ONS, 2025). Combined with high wage demands, operational inefficiencies at Bankside—such as staff misalignment—create additional avoidable costs through turnover and rework.

	Environmental
	Hilton’s “Travel with Purpose” ESG framework prioritises waste reduction and operational efficiency (Hilton Report, 2025). Inconsistent service, particularly in housekeeping, can lead to energy and water waste, thereby undermining sustainability targets.

	Political
	Post-Brexit visa restrictions have led to staff shortages. The UK Hospitality Association notes a 17% drop in EU-origin staff in the sector since 2020b(UK Hospitality, 2024). At Bankside, this exacerbates retention issues and internal communication breakdowns.

	Legal
	UK employment law mandates clear breaks, shift schedules, and training records. Disorganised communication can risk non-compliance, exposing Hilton to fines and reputational harm.

	Ethical
	Hilton promotes inclusivity and fairness, but unclear task distribution can be seen as biased or inconsistent, undermining employee trust and corporate values.

	Demographic
	With a multicultural workforce, Hilton London Bankside must adopt standardised, inclusive communication tools. Without them, fragmented service persists, especially across culturally diverse teams (Lambiase et al., 2024).



Figure 3: STEEPLED Analysis (Author, 2025)
The most critical factors are technological, political, and social factors. Since Hilton London Bankside relies on outdated communication methods, its services experience gaps, and staff feel frustrated. Using new technologies is necessary, not just lovely, for successful integration. Due to the changes Brexit brings to labour mobility, it is now even more crucial for businesses to enhance their internal communication to maintain a cohesive team (Driffield et al., 2024). Nowadays, if one area of a hotel stumbles, guests can easily notice it and are less tolerant than they were in the past. All these pressures together clearly explain the need for a well-planned internal change process.
[bookmark: _Toc201048678]2.4 SWOT Analysis
The SWOT framework assesses an organisation's internal capabilities and external events that could affect it (Rusteberg, 2024). The Analysis helps Hilton London Bankside understand how its current resources align with the market as a whole. 
	Strengths
	Weaknesses

	Strong Hilton brand reputation: Hilton is ranked among the world's most valuable hotel brands (Brand Finance, 2023), instilling guest trust and giving Bankside an edge in attracting business and leisure travellers.
	Lack of standardised interdepartmental SOPs: Inconsistent workflows and the absence of unified service protocols result in duplicated effort and delays, negatively impacting guest satisfaction (Babar, 2024).

	Excellent location and facilities: Located near London’s cultural and commercial hubs, the hotel’s 292 rooms and luxury amenities appeal to high-end markets, supporting strong occupancy (Hilton, 2025).
	Siloed communication between departments: The front office, housekeeping, and F&B often operate in isolation, resulting in reduced coordination and an increased likelihood of service issues, such as delayed room readiness.

	Opportunities
	Threats

	Digital training and communication platforms: Integrating systems like ALICE or HotSOS can enhance coordination, reduce miscommunication, and standardise service (Bernhardt et al., 2021).
	Competitors with agile operations: Boutique, tech-forward hotels in London offer faster service with more minor, better-synchronised teams, posing a serious threat (Roberts, 2024).

	Team-building and leadership upskilling: The post-COVID focus on culture and retention makes this the ideal time to invest in leadership and collaboration (Howard, 2024).
	Rising guest expectations: Deloitte (2023) found that 81% of luxury travellers expect seamless service; even minor service errors risk reputational damage through reviews.



Figure 4: SWOT Analysis (Author, 2025)
The hotel can overcome the difficulties involved in service delivery by leveraging its worldwide brand, excellent on-site facilities, and the support of Hilton Worldwide. Inexpensive digital tools enable organisations to apply the same training and efforts, which helps different teams cooperate more effectively (Kumar et al., 2021). Making team-building a priority prevents expensive IT problems and ensures consistent service, giving a competitive advantage during rapid changes in the competition. Filling internal gaps plays a crucial role in Hilton living up to its brand promise and serving guests' evolving needs in the post-pandemic era.
[bookmark: _Toc201048679]2.5 TOWS Matrix – Key Strategic Options
The TOWS Matrix enables companies to transform their internal and external conditions into actionable strategies. It helps move management beyond identifying issues and ultimately suggests actions that align with the hotel's internal strengths and the surrounding industry (Maity et al., 2023). 

	
	Opportunities
	Threats

	Strengths
	Use Hilton’s global brand and corporate support to embed a formalised, tech-led training culture across departments.
	Utilise the hotel's premium location and brand to enhance its competitive positioning through consistently high-touch service experiences.

	Weaknesses
	Implement digital communication platforms to close interdepartmental gaps and standardise SOPs across all functions.
	Upskill current staff with targeted training to reduce reliance on external hires and mitigate service inconsistency amid rising guest expectations.



Figure 5: TWOS Analysis (Author, 2025)
Strategic Implications
Several main strategic directions are defined based on the matrix. It should begin by creating interdepartmental Standard Operating Procedures (SOPs) using an online task management system, such as ALICE or HotSOS. These systems can help all departments standardise working methods and be more accountable (Freeman et al., 2021). Routinely holding cross-departmental meetings helps everyone communicate more effectively and encourages the entire business to deliver better service. Moreover, it should ensure that shared KPIs assess service performance, enabling departments to cooperate and align their objectives (Mtau and Rahul, 2024). The improvements target the bank's issues and help ensure Hilton Bankside can deliver the refined service customers in luxury hospitality now expect.
Hilton London Bankside's inconsistency in internal communication and service delivery is confirmed by feedback from online guests, comments from employees and information from the industry (Egamberdieva, 2024). Ongoing criticism about operations can be seen in guest comments on TripAdvisor and Booking.com (Tripadvisor, 2025). Still, they sometimes forget their requests, and departments are slow to communicate. Caterer.com found in 2023 that more than half of UK hospitality staff said they would consider leaving their job if they felt regular updates about operations were withheld from them (Sylvestre, 2022). Industry research helps emphasise other points of view. McKinsey (2023) reports that hotels that used new internal communication methods and trained their staff together saw an increase of up to 30% in guest satisfaction ratings (Mann et al., 2024). It proves that maintaining consistent service levels is beneficial for businesses, a fact that can be easily verified. All in all, the facts link together to clarify what should be improved and push for a new change strategy at Hilton London Bankside that utilises technology and involves the entire team.


[bookmark: _Toc201048680]3. Recommendations & Change Management
[bookmark: _Toc201048681]3.1 Recommendations
Recommendation 1: Digital Communication & Task Management Platform
The goal is to establish ALICE, HotSOS, or another similar system at Hilton London Bankside to assign tasks easily and ensure information is shared quickly among different teams. Exchanging tasks involves using spoken updates and paper notes, which can lead to inconsistencies and slow down the process for guests. Hotels that operate integrated task systems, as mentioned by Deloitte (2023), experience a 30% drop in delays for guests and a 25% rise in satisfaction from them. According to McKinsey (2023), better employee accountability can be achieved through effective internal communication. With ALICE, managers at Bankside will have tools for viewing everything, checking off tasks, and tracking the team's progress, all to enhance the quality of service.
	SMART Action
	Budget
	Human Resources
	Tools & Support
	Expected Impact

	Identify and trial ALICE/HotSOS for suitability (1 month)
	£1,500
	IT Manager, pilot team leaders
	Vendor demos, pilot access
	Confirms system fits hotel scale and needs

	Train pilot teams (1 month)
	£2,000
	2 champions, HR, vendor trainers
	Training materials, workshops
	Builds user confidence, collects rollout feedback

	Full rollout to all guest-facing teams (3 months)
	£7,500
	Project lead, three champions, IT staff
	System setup, vendor support
	Enhances speed, reduces errors, ensures consistent service



[bookmark: _Hlk199569703]Figure 6: SMART Action plan for recommendation 1 (Author, 2025)
Recommendation 2: Standardised SOPs & KPI Alignment
The aim is for everyone at Hilton London Bankside to use the same Standard Operating Procedures (SOPs) and Key Performance Indicators (KPIs), ensuring the service is more consistent and operations are better aligned. Since department procedures are frequently unorganised, guests can be confused and disconnected. If SOPs are standardised across all teams, it will enhance workflows and hold team members accountable (Septien Dwi Savandha et al., 2024). Pairing this method with cross-functional KPIs, such as task turnaround and issue resolution, helps people work together and keeps team performance transparent. McKinsey has found that organising internal processes can lead to a 20% increase in service delivery efficiency (McKinsey, 2023). By practising these standards daily, Hilton improves the quality of service guests receive.
	SMART Action
	Budget
	Human Resources
	Tools & Support
	Expected Impact

	Review current SOPs and communication (1 month)
	£1,000
	Dept. heads, one process analyst
	SOP review templates, feedback tools
	Identifies gaps and inconsistencies

	Co-create SOPs and shared KPIs (2 months)
	£1,500
	HR, dept. heads, line staff reps
	Workshop materials, SOP templates
	Boosts alignment, ownership, and clarity

	Implement SOPs and embed KPIs (1 month)
	£1,000
	HR, supervisors, dept. champions
	Manuals, KPI dashboards, briefing guides
	Improves consistency and team accountability



Figure 7: SMART Action plan for recommendation 2 (Author, 2025)
Recommendation 3: Staff Engagement and Upskilling Programme
The aim is to ensure employees are happier and want to stay longer at Hilton London Bankside by focusing on recognition, communication, and leadership through structured engagement. It is demonstrated that a lack of teamwork and recognition among employees leads to the breakdown of service and a decline in their morale (Brown-Crawford, 2022). Team-building workshops on leadership and communication will support everyone, and recognising team members with regular awards or online tools will encourage them (Whittington et al., 2020). Meetings held once a week will help teams collaborate more effectively in real time. CIPD (2024) reported that £1.1 billion is lost in the UK hospitality industry each year from staff turnover; cutting turnover by 7% could lead to a £28,000 cost reduction at Bankside alone. Spending as little as £7,000 provides employees with professional training and supports service standards at Hilton.
	SMART Action
	Budget
	Human Resources
	Tools & Support
	Expected Impact

	Deliver quarterly workshops on leadership, communication, and service recovery
	£4,000/year
	Hilton Learning Team, HR, external trainers
	Workshop guides, feedback forms
	Improved communication, leadership, and clarity

	Launch monthly staff recognition scheme (from Month 3)
	£2,000/year
	HR, line managers, recognition team
	Awards, feedback tools, certificates
	Higher motivation, lower turnover, team culture

	Introduce weekly 10–15 min team huddles (from Month 2)
	£1,000
	Supervisors, dept. heads
	Briefing templates, whiteboards, KPIs
	Faster collaboration, stronger cohesion, issue resolution


 
Figure 8: SMART Action plan for recommendation 3 (Author, 2025)
[bookmark: _Toc201048682]3.2 Change Management Strategy: Kotter's 8-Step Model
To succeed in implementing the recommended solutions at Hilton London Bankside, primarily in digital, SOP, and staff involvement areas, we go beyond simply rolling them out. According to Burnes (2020), a plan for change management that supports the team, lowers opposition, and changes behaviour over a long period is required. 
[image: Applying Kotter 8 Steps Model for change management]
Figure 9: Kotter's Change Management Model (Rousseau and Have, 2022)
1. Create Urgency: The long-term change process relies on people understanding why it is necessary. Information about guest complaints, as well as a Deloitte (2023) report indicating that 81% of luxury guests expect an effortless experience, helped the hotel identify the primary concerns. The hotel predicts that it loses nearly £2 million annually due to inefficient processes (Hilton, 2024). Sharing the practical results in this way motivates team members to work hard since missing out on these actions can lead to both financial and reputational harm.
2. Form a Guiding Coalition: All team members need to trust and recognise change leaders, who should represent every part of the hotel. Staff look up the leading departments at Hilton. They act as ambassadors and are familiar with the needs of employees who work directly with guests. They help build trust across all levels necessary for a successful hospitality operation.
3. Create a Vision for Change: Change will not happen without a clear vision. Hilton London Bankside introduced the phrase "One Hilton, One Experience" to help every department focus on excellent guest service (Hilton, 2025). This phrase aligns with Hilton's global promise, clarifying how to enhance both guest and staff satisfaction.
4. Communicate the Vision: A good vision requires leaders to explain it clearly to the organisation (Ali and Anwar, 2021). Everything is visualised, discussed in town halls, sent in newsletters, and presented in daily meetings to inform every staff member about the changes and why they are essential. Frequent messages help overcome challenges related to language and the varying levels of worker involvement at different times and places (Zajac et al., 2021).
5. Remove Obstacles: Problems such as busy schedules, fear of technology, and inadequate training can hinder progress. Managers adjust the schedule to allow people to be trained, assist those who are not tech experts and clarify job responsibilities (Vahdat, 2021). Leading in this way earns trust because effective communication clarifies people's roles and yields better results.
6. Generate Short-Term Wins: Success in the early phases can energise the team. Hilton recognises faster room cleaning and higher rates of guest satisfaction. Supporting departments promotes participation in activities, helps staff overcome doubts, and encourages them to compete, keeping everyone active (Santoso et al., 2022).
7. Consolidate Improvements: To ensure continued enhancement, Hilton organises monthly reviews, solicits frequent feedback, and provides ongoing training. They ensure that the teams feel involved, make it easy to resolve problems quickly, and provide continuous improvement. Following the plan means that progress is not lost, and new habits are integrated into regular routines.
8. Anchor Changes in Culture: Hilton must incorporate it into its everyday practices and beliefs for lasting change. New techniques and tools can now be used in employees' onboarding, appraisals, and refresher courses (Michaliková, 2021). When behaviour is consistent, guests and staff will become more accepting and adopt the change, so the "One Hilton, One Experience" vision has become standard practice at Hilton London Bankside.
[bookmark: _Toc201048683]3.3 Setting and Checking Goals: Using KPIs
Using KPIs guarantees that the actions planned for Hilton London Bankside contribute to the consultancy's main objectives and have visible results. Quarterly reviews will enable the hotel to quickly identify and address problems, ensuring that adaptive management can be employed as the project progresses.
· Improvements in guest service will be checked through TripAdvisor and Booking.com to raise the current rating by 0.3 points within three months (as stated in Rafiei, 2024). With an average rating of 4.5, making such growth happen could be challenging for Hilton Bankside. Collecting more 5-star reviews or addressing fewer customer complaints could still be easier to achieve the same results.
· A hotel's platform—such as ALICE or HotSOS—enables managers to monitor the timely completion of tasks, which should be above 95%. This indicates efficient operations and quick team assistance (Kretschmer and Khashabi, 2020). The benchmark outlines recommended practices, and its implementation is expected to lead to improved collaboration within the department.
· The Company's surveys will determine employee engagement and satisfaction scores, which are expected to increase by 20% next year (Men, O'Neil, and Ewing, 2020). Since there are currently some morale issues, such an outcome might seem improbable, but it can still be successful if there is planned acknowledgement and instruction.
· Decreasing the number of frontline employees leaving by more than half is necessary to keep costs low and maintain good service (Li et al., 2021). If everything goes well, Hilton's recruitment costs can be reduced by about £28,000 annually.
· At the end of four months (as mentioned by Lubis et al., 2020), all SOP and communication training is expected, ensuring teams are operating with clarity. Altogether, these KPIs provide a straightforward way to observe the effectiveness of the selected strategies.
[bookmark: _Toc201048684]3.4 Anticipated Benefits to Hilton London Bankside
These improvements will enhance Hilton London Bankside's functionality, reputation, and prospects. By following these changes, companies can ensure their standards are global, their reputation is safe, and performance management improves.
· Initially, managing tasks digitally and adhering to standard operating procedures (SOPs) ensures that services are handled consistently, reducing mistakes and delays. According to a PwC (2024) report, Hilton can achieve its target of increased customer loyalty and reduced complaints, as upscale hotels consistently offer high service.
· Additionally, when staff are well-trained and recognised, they feel valued and more dedicated, which in turn reduces the significant financial issue of annual employee turnover in UK hospitality (estimated cost of £1.1 billion) (Timsina, 2024). By reducing frontline employee turnover from 25% to 18%, a savings of around £28,000 is possible each year, as each frontline worker is replaced for £4,000.
· Third, by comparing KPIs and utilising online tools, departments can collaborate more smoothly and efficiently in addressing guest problems, ultimately resulting in a better guest experience (Anwar et al., 2024).
· As guest satisfaction grows, so does revenue per available room (RevPAR); according to Hilton's benchmark data, a 0.3-point increase in satisfaction brings a 5–10% increase in RevPAR (Remy et al., 2023).
[bookmark: _Toc201048685]3.5 Realistic Cost Breakdown
Implementing the recommended strategic ideas will involve modest costs but is expected to yield a noticeable difference. 
	Item
	Description
	Estimated Cost

	Digital platform setup
	Initial license, tech integration, staff onboarding
	£11,000/year

	SOP alignment & materials
	Staff consultation sessions, documentation design
	£3,500 (one-time)

	Training & Engagement
	Leadership workshops, staff incentives, recognition tools
	£7,000/year

	Contingency buffer
	Unexpected support or technical adjustments
	£2,000

	Total First-Year Cost
	
	£23,500



Figure 10: Cost Break down of Strategic Solution (Author,2025)
A hotel of this calibre, part of the Hilton group, must make such budget commitments. The hotel's 292 rooms and an average daily rate (ADR) of £225 mean it can earn approximately £65,700 daily if fully booked. Therefore, spending £23,500 on the technology is equivalent to the revenue gained from having 105 fully booked rooms for one night or four days at the highest occupancy rate. Because it is predicted to lead to better consistency, more loyal employees, higher guest satisfaction, and stronger efficiency, this investment is a safe option for improving Hilton London Bankside's present and future.


[bookmark: _Toc201048686]4. Action Plan
An action plan outlines the necessary actions, identifies who will perform them, specifies when they should occur, and indicates the required resources (George, 2020). Hilton London Bankside identified the challenges, found solutions, outlined how the situation should improve, and set timelines for every point of the plan. The recommendations also list the estimated time and cost for each one. Using this structure, the hotel can handle changes smoothly, track progress, manage resources effectively, and evaluate the performance of each change.
	No.
	Problem
	Solution
	Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inconsistent internal communication between departments (front desk, housekeeping, F&B) causes delays and fragmented service delivery.
	Implement a digital communication and task coordination platform (ALICE or HotSOS) to streamline real-time updates and task tracking across departments.
	Improved task clarity, real-time visibility, faster guest service, and fewer communication-related errors. Supports Hilton's commitment to consistent luxury experiences.
	3 months
	September 2025
	£11,000/year

	2
	The absence of standardised SOPs and KPIs leads to duplicated efforts, confusion, and inconsistent service standards across departments.
	Develop and implement cross-departmental Standard Operating Procedures (SOPs) and align team performance with shared Key Performance Indicators (KPIs) for guest service and operational timelines.
	Unified service protocols enhance team accountability, minimise service variance, and improve staff clarity. They also ensure smooth collaboration, especially in high-turnover conditions.
	4 months
	October 2025
	£3,500 (one-time)

	3
	Staff morale and turnover are low due to a lack of recognition, inadequate feedback, and limited cross-team engagement.
	Launch an ongoing engagement programme, including quarterly leadership workshops, monthly recognition initiatives, and weekly team huddles.
	It fosters a stronger internal culture, enhances communication, boosts job satisfaction, and reduces annual recruitment and training expenses. McKinsey (2023) reports that connected staff are 6× more likely to stay.
	Ongoing (from Month 2)
	August 2025
	£7,000/year


Figure 11: Action Plan for Hotel Hilton London Bankside (Author, 2025)


[bookmark: _Toc201048687]5. Conclusion
The report examined the central issue at Hilton London Bankside. There are inconsistencies in communication and fragmentation of service delivery among key departments, such as the front desk, housekeeping, and food and beverage. Even though the hotel is highly positioned, situated in a great location, and backed by a famous brand, there are gaps in coordination that cause inefficiencies, upset guests, and a decline in employee morale. By examining all the facts, it was found that there is no standardised process, fragmented departmental communication, and fewer staff members participate. The weaknesses were supported by what travellers said in their reviews, what staff mentioned and through benchmarking. To solve the problem, three strategic steps were suggested to focus on it as a whole. It is recommended that a digital management system, such as ALICE or HotSOS, be implemented to enhance task management and improve responses to everyday situations.
Additionally, ensuring that all departments follow the same Standard Operating Procedures (SOPs) and utilise the same Key Performance Indicators (KPIs) will help ensure the delivery of good services and proper performance. Second, helping staff upgrade their skills and keeping them engaged over time leads to improved morale, reduced turnover, and a team-oriented culture. When these strategies are implemented effectively, Hilton London Bankside will experience improved consistency in service, enhanced staff performance, increased guest satisfaction, and improved operational efficiency. Due to these changes, the hotel can address current issues and ensure its luxury brand promise remains unaffected in the competitive environment.
BrightEdge Hospitality Solutions is very grateful to Hilton London Bankside for allowing us to participate in this consultancy project. Openness and eagerness to participate have been important in analysing your business and fully proposing relevant, actionable actions. The report is written to support the Company's efforts in addressing today's challenges and provide practical ideas and concepts for maintaining the Company's prosperity, customer focus, and unity. Our committed efforts will allow Hilton London Bankside to maintain its place among the top luxury hotels in London. Our outlined changes will create lasting changes in the quality of service, employee engagement, and guests' satisfaction with their experiences. I hope that you realise how appreciated and respected I have felt during this project. I am honoured that I have played a part in your achievements. We look to the future, hoping that Hilton Bankside will make a significant difference for years to come.
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