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Executive Summary
Aims: This report has been developed to analyse the challenges faced by Hilton in relation to customer satisfaction, diversity, and inclusivity. The report further aims to provide strategic recommendations for Hilton through the utilisation of awareness campaigns, training programs and initiatives to customer feedback in fostering customer centricity. 
Evaluation: This report has provided a profound analysis on the challenges faced by Hilton with a particular focus on the issues related to inclusion, customer satisfaction, and diversity. The utilisation of frameworks such as the TWOS, SWOT, and PESTEL provides a holistic understanding on the internal and external factors that impacts the overall performance of the organisation. Through the utilisation of these frameworks, the report had effectively identified the challenges faced by the organisation towards their service quality, discriminatory actions, and changes within the preferences of the customers. The report has found that economic events such as the rising cost of rooms and occupancies have impacted the hotel industry globally. These external factors have been seen to impact the organisation in fulfilling the demand of customers in a competitive environment. This economic issue has been linked to Hilton as the consumers would want to pay for necessary items. Moreover, the report further proposed strategic recommendations that were aligned with the challenges identified and supported by research and literature.  The overall integration of the initiatives towards planning and execution based on the life-cycle model undermined the issues and strategic approach that are in hand. Through the emphasis on the importance of awareness programs and training initiatives, the report had provided steps to enhance the advent of customer satisfaction and the organisational culture. 
Findings: Considering the findings of the overall report it has been evaluated that Hilton Hotel is one of the globally leading hospitalities based organisation based in the US. The company has very high competition including Marriott International, Caesars Entertainment, and, Hyatt Hotels. It can be inferred that the company’s performance has been impacted in the past few years struggling to boost performance. It has been further evaluated that the racial discrimination in hospitality services can tarnish the image of the brand. Moreover, The reduced guest satisfaction also impacted the sales performance due to customer turnover issues. The report in this context will employ PESTEL analysis to understand the socio-economic and legal frameworks around governing issues in the global context. It has been further observed that after having implemented the Zero Tolerance policy, the organisation has not been able to come up strongly to reduce such incidents. The utilisation of PESTEL framework has helped in analysing the external factors that catered to the challenges of the organisation. It has been observed that the global recessions have been affecting consumer spending, and therefore Hilton has to employ strategies to engage its customers. Moreover, the reputation issues faced by Hilton further exacerbated their opinions towards the hotel while spending money. Moreover, this can impact Hilton and enable the company to make the investment in this transitional change across its hotel chain. Moreover, through the advent of analysing the SWOT, it has been observed that the strengths of the organisation cater to their investments in technologies to comprehend to an immersive client experience such as the introduction of smart rooms and digitised check-ins helps in enhancing the operational efficiency of the organisation and client experiences. However, the weaknesses considering the multiple lawsuits faced by the organisation that has signified the unfair treatments that the black guests have received could potentially tarnish the overall image of the brand. Therefore, it has been observed that expanding the operations of Hilton could help in an increased substantial revenue and cater to a diverse segment of the client base, thus undermining the significant opportunity for the organisation. 
Recommendations: Through the findings of this report, the strategic recommendations drawn has been divided into three main segments, considering, Integrating comprehensive training programs, launching awareness programs, and collecting customer feedback for the understanding of the areas of development. The first recommendation stated that Hilton is required to identify the need for training programs in order to improve a culture that respects diversity and inclusion and set the goals of the training initiatives. Within this approach, the resources are required to be allocated including technology, facilitators, and training materials to ensure successful training delivery. Moreover, the evaluation during and after the training through gathering feedback from the participants could be conducted through surveys or discussions to assess the relevance of the training. The recommendation based on the launch of awareness campaigns includes objectives identification that can revolve around spreading awareness about the need for customer satisfaction and diversity In alignment to preventing discrimination. However, the awareness messages are required to include information richness as much as possible in order to ensure the audiences are engaged with the message and objective of the program. The degree of effectiveness of this KPI could be measured through evaluation criteria and KPIs such as participation rates, changes in behaviour and attitudes, and feedback from the participants. Finally, Hilton can develop a strategy to collect feedback such as how and when the feedback will be collected in consideration to the real-time feedback during hotel checkouts, online reviews, feedback campaigns, or post-stay after-sale services. The effectiveness of the recommendation could be measured by analysing the data collected through feedback to understand the patterns, needs, and trends that are correlated to satisfaction level, guest experiences, and the areas of concern. Communicating the results within the organisation could help in developing the mitigating strategies and be accountable for the concerns of the customers.
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[bookmark: _Toc167994032]Introduction
In the highly competitive hospitality industry, every step of the organisation matters, where guest satisfaction is most crucial for the brand. In this aspect, the brand reputation is paramount to the business where every interaction with the customer holds its own significance. The consultancy report aims to delve into critical assessments for the hotel company Hilton. The report will underlie deeper research into the issues faced by Hilton Hotel, a supreme hotel providing luxury services.
Background of the Hotel  
Hilton Hotel is one of the globally leading hospitality brands with a huge portfolio of 23 famous brands and has acquired around 1.2 million rooms. It has been present in more than 126 countries and territories. The company spans to the lodging sector including full-service hotels, luxury hotels, extended-stay hotels, and resorts across the globe (Hilton Corporate, 2024). Most of the properties are located within the US in 2023. However, the company has very high competition including Marriott International, Caesars Entertainment, and, Hyatt Hotels. In the year 2023, Hilton was ranked 4th. Hilton was not ranked at the first position due to sales (Statista, 2024). It is reported that there has been a significant reduction in its revenue since 2020, however, there is a slight increment but less than in the past few years (Statista, 2024). It can be inferred that the company’s performance has been impacted in the past few years struggling to boost performance.
[image: ]
Figure 1: Revenue of Hilton Hotel 
(Source: Statista, 2024) 
Issue to be discussed
Poor customer satisfaction can impact the brand reputation. For instance, the racial discrimination in hospitality services can tarnish the image of the brand and, as a result, can impact the trust and loyalty among the customers (Islam et al. 2021). Reduced guest satisfaction can also impact the sales performance due to customer turnover issues. This report will revolve around the theme of brand reputation and dig deeper into the severe issues impacting the brand in the real-world context.
Overview of the consultancy firm
In response to the considered challenge, the expertise of True Consultancy aims to engage with the luxury hotel Hilton. True Consultancy expertise in navigating the delicate issues that is impacting the performance of the company. It will address suitable recommendations for the company in the further segment that can help Hilton tackle the challenges in the real-world business environment. Furthermore, it will also provide an overview of the change management strategies so that the organisation can effectively integrate the new strategies within the organisation.
Analytical frameworks
To identify the complexities and issues around Hilton around the brand reputation and its impact on the organisation, the consultancy report will harness several analytical frameworks. The report in this context will employ PESTEL analysis to understand the socio-economic and legal frameworks around governing issues in the global context. It helps in investigating the macro-environment around the organisation and gives an understanding of the situation (Thakur, 2021). Furthermore, a SWOT analysis will be conducted to delve into the company’s strengths and opportunities as well as weaknesses along with potential threats that can impact the company. This tool is useful for future strategic planning through analysing of the internal and external environments (Benzaghta et al. 2021). Additionally, the report will also optimise the TOWS framework to analyse the insights and give direction toward actionable strategies. This framework can help the business to make effective decisions based on the existing strengths and potential opportunities (Fitriani, 2022). These frameworks have been considered to be implemented to analyse the challenges and evolve strategic directions for the hotel company.
[bookmark: _Toc167994033]Analysis
[bookmark: _2r4k1t8c3uq]Challenges faced by the company
As reported, one of the customers in the Virginia region where Hilton operates during their check-in was probed with racial remarks. The customer was Black and was confronted regarding their presence at the hotel premises. In some instances, the hotel employees threatened the Black customer and called the police in 2020. Furthermore, not only this many of the Hilton properties have been involved in discrimination lawsuits (Woodyard and Oliver, 2020). There are around eight race discrimination-related cases where Hilton is involved and has been critically questioned about equal and fair treatment. Despite, the Zero Tolerance policy, the company has not been able to come up strongly to reduce such incidents (Linly, 2020). This incident is seen as a major contributor to customer dissatisfaction. According to the perspective of Pascual‐Nebreda et al. (2022), guest dissatisfaction with the services can evoke negative behaviour towards the brand with critical outcomes. It can generate distrust and impact loyalty among customers. The evaluation theory assumes that emotions are produced during an encounter and how they can impact the individual’s behaviour. In this aspect, dissatisfaction arises when there is a comparison between the performance and expectations. Therefore, it can be stated that the Hilton Hotel is facing severe issues with various lawsuits in the name of the company revolving around poor customer service impacting the brand value.  According to the perspective of Iqbal et al. (2021), a brand needs to maintain a good reputation to be profit-making and become successful. A consumer must possess a brand experience and attitude in order to connect with the brand. The consumer’s word of mouth has a huge impact on the brand perception and reputation. Thus, this issue identified within the company can spread negative word of mouth among the customers.
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Figure 2: Brand reputation impact  
(Source: Statista, 2024) 
PESTEL analysis
	Factors 
	Discussion 

	Political 
	The hotels should comply with the World Trade Organisation regulations and rules including the trade agreements, with transparency and fairness (Trade, 2023). The changes in trade agreements and tariffs impact businesses including the hospitality industry.

	Economical 
	Recessions and economic turn downtown have been impacting the hostel industry leading to weaker purchasing power of customers (Rama, 2023).

	Social 
	Online booking of hotels has increased across the globe within the hotel and hospitality industry. The number of hotel users continues to increase and is forecasted to reach 135.5 m users (Bashir, 2024).

	Technological
	70% of the customers are rapidly looking for digitise hotels to get information for the guests (Statista, 2021). Digitalisation has been widely adopted by hotels in the industry. 

	Environmental
	Multilateral Environmental Agreements (MEAs) were enforced to address environmental issues at the global and regional levels (UNEP, 2023).  

	Legal 
	The United Nations Guidelines for Consumer Protection (UNGCP) are sets of legal principles to protect the rights of the consumer in every sector (UNCTAD, 2023).


Table 1: PESTEL analysis for Hilton Hotel
(Source: self-created)
Analysis 
From the PESTEL analysis, it can be inferred that the hotel industry has been transitioning over the years, which demands that hotel companies comply with the necessary changes. For instance, the WTO trade agreements and regulations enforced within the political dimensions are crucial for Hilton to exclusively ensure fairness and transparency in its operations. However, the issue identified above, which is racial discrimination, can adversely impact the company’s reputation and lead to complex political lawsuits. According to Gereffi et al. (2021), changes in political dimensions regionally or globally can impact the business’s strategies as well as performance. With the changes in agreements and tariffs, the company will be required to monitor its operations. Drawing upon economic factors, global recessions have been affecting consumer spending, and therefore the brand has to employ strategies to engage its customers. As per Khan et al. (2020), inflation and economic turndowns have diminished the power of customers to spend on hotels and accommodation. This can impact Hilton’s sales performance as consumers would not want to spend their money during the crisis. Furthermore, the brand reputation issues can further exacerbate their opinions towards the hotel while spending money.
In context to social and technological aspects, the trend for online bookings of hotels has been reported to increase. The advancement of digital technologies has impacted the e-word-of-mouth, which has a potential impact on the perception of the brand. On the other hand, the demand for digitalised hotels underscores the impact of emerging digital technologies. This can impact Hilton and enable the company to make the investment in this transitional change across its hotel chain. The environmental factors state that business in the hotel industry is required to have environmental agreements and regulations to emphasise sustainability. For instance, Multilateral Environmental Agreements (MEAs) can serve as a guideline for reducing the carbon footprint of the organisation. In this aspect, the company is required to pay high attention to its footprint to comply with the rules and regulations.  
SWOT
	Strengths
	Weaknesses

	· Global presence in over 126 countries with 23 brands and 1.2 million rooms (LinkedIn, 2024).
· Diverse portfolio including luxury, full-service, extended-stay hotels, and resorts.
· Strong Hilton Honors loyalty program fostering customer loyalty (The Points, 2024).
· Continuous innovation in technology and guest services.
	· Reputational damage due to multiple racial discrimination lawsuits.
· Over-dependence on the US market for revenue.
· Inconsistent customer service quality across locations (View, 2023).

	Opportunities
	Threats

	· Expanding into emerging markets in Asia, Africa, and South America.
· Enhancing diversity and inclusion programs to improve reputation (Wilton et al. 2019).
· Investing in sustainability initiatives to attract eco-conscious travellers.
· Leveraging advanced technology for personalised guest experiences.
	· Intense competition from Marriott, Hyatt, and others (Marketing 91, 2023).
· Economic downturns reduce travel demand.
· Legal and regulatory risks from ongoing discrimination issues.
· Changing consumer preferences towards alternative accommodations like Airbnb.


Table 2: SWOT analysis for Hilton Hotel
(Source: self-created)
Analysis:
Through the analysis of the SWOT table, it has been observed that Hilton Hotel possesses significant strengths that helps the organisation position itself as one of the premier organisations within the hospitality sector. The organisation is renowned globally with a dominant presence in major countries. The organisation has a prominent portfolio of 23 recognised brands that helps in the enhancement of their brand visibility. The organisation further offers a range of properties that includes full-service hotels, luxury hotels, resorts, and extended-stay hotels (Hilton, 2024). This emphasises on varied market segments and enhancing the preferences of customers to contribute to a competitive edge.  The organisation further offers their loyalty program with a base of substantial membership that caters to the repeated businesses and customer loyalty. The investments in technologies to comprehend to an immersive client experience such as the introduction of smart rooms and digitised check-ins helps in enhancing the operational efficiency of the organisation and client experiences (Collins, 2023). However, there are asserted weaknesses of the organisation that could significantly hinder the overall performance. For instance, the multiple lawsuits faced by the organisation that has signified the unfair treatments that the black guests have received could potentially tarnish the overall image of the brand. This could cause the potential loss of their customer base. Moreover, overdependence of a business on a particular country makes it vulnerable towards the economic downturns and the pressures from other competitors (Cui et al. 2023). Moreover, despite the zero-tolerance policy levied by Hilton against the facet of discrimination, the organisation has faced issues recurring the same in alignment to the inconsistent service quality within different locations of operations. Expanding the operations of an organisation could help in an increased substantial revenue and cater to a diverse segment of client base (Raji et al. 2024). Considering this, the opportunity for Hilton would be to expand within the growing markets such as Africa, Asia, and South America and target the population of middle class customer base. Providing training to the workforce of an organisation on inclusion and diversity could further help in improving the organisation’s reputation and foster a supportive work environment (Lubis, 2024). Moreover, Hilton should further invest within the green tourism initiatives to attract the customers that are environmentally conscious, thus differentiating Hilton as a prominent brand than its competitors.     
TOWS
	
	Threat 
	Opportunity 

	· Weakness 
	· Addressing the inconsistencies within the service quality for mitigating the threat of intense competition from other organisations through the focus on training their employees and standards of services to enhance its competitiveness (Feng et al. 2024).
· The implementation of measures on resolving the reputational damage to mitigate the legal issues and regulatory risks that are associated with the issues of discrimination. These include the aspects of enhancing the inclusivity culture and diversity training programs.
·  
	· Leveraging on the global presence offered by Hilton to expand within the emerging markets of Asia and Africa. This could be comprehended through the strategic investments made in partnerships and properties to cater to the customers of the middle class population and within the areas of growing tourism.
· The enhancement of inclusion and diversity programs for mitigating the impacts of reputational damage could be mitigated by attracting a diverse base of customer segment and improving the reputation as a brand (Anand et al. 2024).  

	Strength 
	· The utilisation of Hilton’s loyalty programs to mitigate the threats of reduced travel demand and economic downturns could act as a proclaimed mitigating strategy. The organisation could offer promotions and rewards to cater to the challenges faced during the challenging economic times.
· Through the leverage of continued innovation and guest services for mitigating the changes in customer preferences towards the alternative modes of accommodations (Zafer and Saleem, 2024.
	· The expansion of a diverse portfolio within the emerging markets could be fostered through the strategic introduction of properties and new brands to cater to the preferences and need of their customers and capitalise on the increasing tourism.
· The organisation could enhance the personalised experiences of their clients by the utilisation of data analytics for offering customised rewards and services, thus fostering a sense of satisfaction and loyalty.


Table 3: TOWS analysis for Hilton Hotel
(Source: self-created)
Analysis:
The evaluation of the TWOS analysis for the organisation helped in outlining the specific approaches in consideration to the internal environment. The strategy for Weakness-Threat focuses on the improvement of the service quality of the organisation through the advent of employee training programs. This helps in enhancing the competitiveness within an organisation and foster a prominent dominance in retrospect to other brands (Zheng et al. 2023). Moreover, the strategy of Weakness-Opportunity focused on the leverage of Hilton to expand its presence within the emerging markets. This helps in mitigating the pertinent issues of an organisation and gain a diversified customer base (Sudan et al. 2023). The strategy of Strengths-threats signified the use of loyalty programs to mitigate the problems for addressing the changes in customer preferences towards the use of alternative stays. Lastly, the strategies for Strengths-Opportunities explored the use of technologies to identify the trends and foster a diversified business portfolio on the advent of economic downturns and utilising the trends appropriately. The leverage of technology adoption helps in the process of enhancing customer satisfaction and loyalty by analysing the latest trends and preferences adopted by the target customers of an organisation (Ekechi et al. 2024).
[bookmark: _Toc167994034]Recommendations and Change Management
The recommendation for Hilton company will be based Event life cycle that includes planning, organise, measuring, analysing, and sharing (Kaunisto, 2023). This will help in maximising the experience of the participants.
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Figure 3: Event life cycle 
(Source: Kaunisto, 2023)
Integrating comprehensive training programs 
Plan 
In this stage, the company is required to identify the need for training programs in order to improve a culture that respects diversity and inclusion. The company is required to set the goals of the training initiatives such as increasing a positive approach to diversity, promoting communication skills, and inclusive behaviours. The plan will also include collaboration with the diversity experts to conduct a successful training content that aligns with regulatory compliance, as well as the organisational goals. According to the opinion of Devine and Ash (2022), diversity planning is considered to be effective in many contexts and all types of organisations for reducing discrimination and promoting social justice. The approach of such training includes full participation of the employees. 
Organise
Schedule the sessions for training in different shifts and departments within Hilton ranging from frontline staff, housekeepers, guards, managers, employees in order to ensure the training session has maximum participants. During this stage, the resources are required to be allocated including technology, facilitators, and training materials to ensure successful training delivery. The estimated budget is $2500. In this aspect, communication plays an important role in communicating the objectives and details to the staff through different channels such as staff meetings or emails. According to Mahardika and Luturlean (2020), one of the potential benefits of training programs is that the company that trained employees can foster enhanced performance for the company. It allows the staff members to boost their knowledge, skills as well as performance, as a result, considered vital for the organisational success.
Measuring
Training evaluation during and after the training through gathering feedback from the participants. This can be conducted through surveys or discussions in order to assess the relevance of the training. Employees' feedback can give insights into the knowledge gathered and the experiences during the training sessions. According to Bai et al. (2022), feedback gathered can be effective and efficient in the training models to improve the overall evaluation of the program. Hilton can take feedback from the staff and the employees to maximise their participation in the training program.
Analyse
In this stage, analysing the post-training as well as pre-training assessments is to track the changes among the employees. This will help in assessing the participant’s attitudes, behaviours, and knowledge regarding diversity and customer satisfaction. Identifying the areas of development within the training and making changes to the delivery methods to boost participant engagement based on the data and feedback. Furthermore, comparing the results with the data on employee’s understanding and commitment to superior customer experience.
Sharing
After the training, the results can be shared among the key stakeholders reflecting on the success, recommendations, and lessons learned. Future actions can be planned drawing upon the insights from the training outcomes and fostering the plan to sustain knowledge in the real world. Hilton can share the outcomes with its employees, HR, and other management departments.
Launch awareness program within the organisation
Plan 
This stage includes objectives identification that can revolve around spreading awareness about the need for customer satisfaction, and diversity, preventing discrimination, and fostering cultural sensitivity. Determining the target audiences such as key stakeholders, staff members, and management. In this stage, the development of the key themes and messages will be demonstrated. Developing and planning the resources is one of the crucial aspects of project planning (Buttrick, 2009). 
Organise
Create a department or team to represent the awareness program within the organisation. The awareness program should be focussed on the ‘Zero tolerance policy’ and its implication within the organisation as well as customer satisfaction. The campaign can focus on strong governance over zero tolerance within the organisation. According to the perspective of Chaudhary et al. (2022), if the awareness program messages are understood properly and implemented in everyday life, it can enhance the effectiveness. However, the awareness messages are required to include information richness as much as possible in order to ensure the audiences are engaged with the message and objective of the program. Allocating resources can include the overall awareness budget which can range around $2000. This strategy can provide various potential benefits such as an enhanced understanding of the zero-tolerance policy of the organisation as well as inclusive and enhanced customer service.
Measuring
Developing evaluation criteria and KPIs such as participation rates, changes in behaviour and attitudes, and feedback from the participants. Assessing the participant’s understanding of customer satisfaction, governance policies as well as diversity. Pre-awareness campaign surveys can be conducted in order to get insights into the baseline knowledge of the participants within the organisation before the campaign begins. According to the perspective of Sakas et al. (2021), setting KPIs is a useful tool to measure the effectiveness of the campaign for businesses that aggregate data and methods while aligning with the campaign goals. With the help of KPIs, many businesses have been able to commence programs more efficiently.
Analysing
The feedback of the participants can be analysed during and after the campaign in order to get an overview of the effectiveness. Identifying the potential challenges and looking for opportunities to enhance the effectiveness. The post-campaign effectiveness can be evaluated through the cohesiveness 
Sharing
Celebrating the success of the campaign within the organisation and outlining the measures to the staff members to manage the positive performance within the organisation. In this context, the regular monitoring of the behaviours and attitudes of the staff members such as frontline staff and other department members should be regularly monitored to check if they have complained about the ‘zero tolerance policy’ within the country. According to Bandari (2023), the organisation must recognise that the campaigns and initiatives are not one-time projects but rather it is ongoing projects that will demand regular updates and monitoring as new threats can be involved leading to certain vulnerabilities and effective customers.
Collecting customer feedback to understand areas of development 
Plan 
It aims to demonstrating the feedback objectives for the organisation such as identifying the areas of development, enhancing customer satisfaction, and addressing the customer’s concerns. It could be processed by optimising the feedback collection channel for the company such as emails, online surveys, in-person interviews, or through phone calls. Furthermore, Hilton can develop a strategy to collect feedback such as how and when the feedback will be collected, for instance, real-time feedback during hotel checkouts, online reviews, feedback campaigns, or post-stay after-sale services. According to the opinion of Kim and Kim (2022), understanding online reviews or feedback is the representation of the customer experience which can help the hotel company to recognise the key attributes required to attain positive purchase intention among the customers and boost revenue. These platforms can provide hotels with feedback and discover how to generate positive customer relationships after the experience.
Organise
The company will be required to allocate resources and budget for the management and collection of the feedback of customers. Around $2000 will be required to maintain technology and ensure they are accessible to all customers. The company will be required to choose appropriate tools and channels to seek feedback and ensure the platforms or mediums are user-friendly. The company should also consider the online quality ratings provided by the customers. According to the research of O’Mahoney (2021), with the help of customer feedback, the organisation can leverage strategic decision-making and help them understand the factors that contribute to customer satisfaction. The potential benefits of implementing strategy are that it can help in maintaining effective customer relationships and also enhance customer experiences as the customers feel valued. Hilton can gain benefits from this initiative to avoid issues related to racial discrimination or further customer experience issues.
Measuring
The company can track the response rate and the feedback trends such as emerging issues, repetitive issues within the organisation, and areas of development. The consistent monitoring of the responses will be required to gather meaningful insights. Hilton will be required to prioritise the customer's responses and improve customer experience.
Analysing
Analysing the collected data through feedback to understand the patterns, needs, and trends that are correlated to satisfaction level, guest experiences, areas of concern, and satisfaction elements (Zarezadeh et al. 2022). In this aspect, the company will be required to categorise the relevant themes such as staff member behaviour, service quality, amenities, or cultural insensitivity. After identifying the areas of concern, the company can leverage actions for the development.
Sharing
Communicating the results within the organisation in order to develop mitigating strategies and be accountable for the concerns of the customers. The organisation must ensure transparency while responding to the customers in order to maintain customer relationships. According to Capuano et al. (2021), the company is required to respond to heterogeneous feedback and requests and integrate them to direct the operational routes in order to have a strong response in the business. 
Gantt chart
	Recommended strategy 
	Month 1
	Month 2
	Month 3
	Month 4
	Month 5
	Month 6
	Month 7

	Develop training program
	
	
	
	
	
	
	

	Scheduling and conducting
	
	
	
	
	
	
	

	Evaluating training program
	
	
	
	
	
	
	

	Launch awareness program
	
	
	
	
	
	
	

	Plan and communicate details
	
	
	
	
	
	
	

	Conduct the program and evaluate its effectiveness
	
	
	
	
	
	
	

	Feedback collection strategy 
	
	
	
	
	
	
	

	Collect feedback
	
	
	
	
	
	
	

	Share and communicate findings and take actions 
	
	
	
	
	
	
	


Table 4: Gantt Chart 
(Source: self-developed)
The three recommended strategies are estimated to take around 7 months. The three recommendations are segmented into tasks to be implemented within the timeline to ensure effective planning and monitor progress over time.
Change management
The overall plan for Hilton could be analysed using the Lewin's Change Management Model. This posits the understanding of the impacts and processes of the implementation of a comprehensive program for training, mechanisms for customer feedback, and awareness, undermining the improvement of customer satisfaction and the quality of services (Harrison et al. 2021). Moreover, the Change management model consists of 3 stages namely the “Unfreezing, Change, and Refreezing' (Burnes, 2020).
Unfreezing:
	Action
	Description
	Analysis

	Integrating Comprehensive Training Programs
	Due to prior experiences of discrimination based on race, Hilton acknowledges the need to enhance a culture that values diversity and inclusion.
	Identifying training requirements, establishing objectives, and working with diversity specialists to provide suitable resources for training are all part of the planning process (Blanchard and Thacker, 2023).
This phase entails dismantling the current system and educating staff members about the need for change.

	Launching Awareness Programs
	It is critical to promote an inclusive culture and high customer satisfaction.
	The pertinent topics and messages are defined, objectives are established, and target audiences are selected within this phase (Williamson et al. 2020).
This stage involves disrupting current beliefs and practices in order to get the organisation prepared for change.

	Collecting Customer Feedback
	Hilton is aware of the criticality of using client input to undermine the areas in need of development.
This process entails organising the methods by which feedback will be gathered and outlining the goals of the feedback procedure.
	This phase aids in identifying any gaps in the quality of the services and lays the groundwork for future improvements (Kumari et al. 2023).


 Table 5: Unfreeze Stage
(Source: self-developed)
Change:
	Action
	Description
	Analysis

	Comprehensive Training Programs
	The organisation could implement the planning of training sessions for various departments and rotations, assigning resources, and informing employees on the goals.
	This ensures the relevance and efficacy of the training by ongoing evaluation using surveys and conversations (Liu et al. 2021).
In this phase, new attitudes, behaviours, and methods of operation are actually put into practice.

	Awareness Programs
	The organisation could implement the change by forming a group that represents the awareness campaign and emphasises on customer satisfaction and the "Zero Tolerance Policy" through the prioritisation of a robust governance.
	The KPIs and rates of participation are used to measure effectiveness, and feedback is gathered to assess impact and understanding (Aithal and Aithal, 2023).

	Customer Feedback Collection
	The organisation could implement the change by allocating resources, use of appropriate tools and channels, gather and track feedback.
	Understanding client problems and areas that require improvement is made easier with consistent tracking and prioritising of answers (Rane et al. 2023).
The data collecting and analysis will help to produce useful insights is considered to be the primary focus of this phase (Babu et al. 2024).


Table 6: Change Stage
(Source: self-developed)
Refreeze:
	Action
	Description
	Analysis

	Training Programs
	The organisation could implement a post-training analysis to monitor changes in the attitudes and actions of the workforce.
	The Long-term adoption of inclusive methods and ongoing improvement are ensured by sharing outcomes with stakeholders.

	Awareness Programs
	The organisation could cater to rewarding campaign accomplishments and incorporating new strategies help to ensure that the changes are effective.
	It is imperative to communicate outcomes and take corrective action in order to uphold the new standards (Adeleke et al. 2024).

	Customer Feedback
	The organisation should consider examining data to identify trends and potential improvement within asserted areas.
	The enhancements could be reinforced and trust could be developed when outcomes are shared among team members and consumers through open communication (Khassawneh et al. 2022).
Through the means of utilising the customer feedback, the operational culture of an organisation would be able to integrate the practice effectively through ongoing involvement and responsiveness to input (De Rosis et al. 2020).


Table 7: Refreeze Stage
(Source: self-developed)
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	Number
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	1
	Inconsistent customer service quality and reputation damage from discrimination lawsuits
	Integrate comprehensive training programs for all staff, focusing on diversity, inclusion, and anti-discrimination practices
	Improved consistency in customer service quality and reduction in incidents of discrimination, leading to a stronger brand reputation
	6 months for development and implementation, ongoing thereafter
	November 30, 2024
	$500,000 for initial development and implementation, $100,000 annually for ongoing training

	2
	Lack of awareness and understanding of diversity and inclusion principles among staff
	Launch an awareness program within the organisation, including workshops, seminars, and internal communications campaigns
	Increased awareness and understanding of diversity and inclusion principles among staff, fostering a more inclusive and respectful workplace culture
	3 months for program launch, ongoing campaigns quarterly
	September 30, 2024
	$200,000 for initial launch, $50,000 annually for ongoing campaigns

	3
	Insufficient understanding of customer needs and areas for service improvement
	Collect customer feedback through surveys, focus groups, and online reviews to identify areas of development
	Enhanced understanding of customer needs and areas for service improvement, leading to targeted actions and increased guest satisfaction
	4 months for initial data collection and analysis, ongoing thereafter
	October 31, 2024
	$150,000 for initial data collection and analysis, $50,000 annually for ongoing feedback collection and analysis


Table 8: Action Plan
(Source: Self-Developed)
Analysis:
The action plan for the Hilton focuses significantly on the prominent areas of customer feedback collection, awareness initiatives, and training programs. The training program aims in improving the consistency of services and enhancing the reputation of Hilton as a brand. The awareness program aims in reduction of the discriminatory behaviour by fostering inclusivity within the work culture. Moreover, analysing and collecting the customer feedback would intend to provide insights for the improvement of targeted services and enhancing the loyalty and satisfaction of clients. Therefore, the utilisation of this multi-faceted approach in consideration to the time scale and budget planning would help in addressing the challenges faced by the Hilton within their external and internal environment and promoting a customer-centric environment. The implementation of these strategies would help the organisation to mitigate the challenges, thus improving their overall performance. 
[bookmark: _Toc167994036]Conclusion
Therefore, the overall report presents an overview of Hilton to cater to their customer satisfaction, reputation of the brand, and customer satisfaction. Through the integration of training programs, customer feedbacks, and awareness campaigns, the organisation would aim to establish an inclusive work environment with a prominent focus on establishing customer-centricity. This strategy was evidenced through the utilisation of the event life cycle mode considering the phase of planning, measuring, sharing, and organising. This ensured the overall implementation of various provisions and the long-term viability. The recommendations for integrating a comprehensive program for training signified the importance to foster cultural diversity and inclusion within the organisation. By the advent of meticulous planning, strategic goal settings, and collaborative participation within the departments of Hilton, the organisation could address the underlying issues of inconsistency within their customer services and discrimination. Through the measures of effectiveness within the training programs and receiving feedbacks, the organisation could improve their practice towards sustainability. Moreover, the implementation of awareness campaigns that are focused on policies for zero tolerance towards customer dissatisfaction and racial discrimination could undermine the commitment of the organisation in ensuring an inclusive work culture. 
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