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[bookmark: _Toc2033438906]Introduction

[bookmark: _GoBack]Hilton Hotels and Resorts operates a large portfolio of hotels and other lodging establishments across six continents. The brand's vision comprises heartfelt experiences for the customers, valuable opportunities for team members and a positive impact in communities (Rinck, 2020). Thus, Hilton aspires to reach a top position in hospitality hierarchy by putting people’s expectations and needs as their main priority. Although they are expanding and trying to keep the same quality of service across all their divisions, the company must maintain a high level of awareness across multiple factors as they influence the internal management and the success of it. 
The employees are the main resource of Hilton Hotels as they serve the guests and represent the brand itself. However, it has been found that several factors challenge their retention in the industry, such as job dissatisfaction, lack of development opportunities and low wages (Zheng, Wu and Zhao, 2022). 
According to Karatepe, Rezapouraghdam and Hassannia (2020), job dissatisfaction is due to various factors such as a high level of stress, absence of recognition and reward, poor teamwork spirit and long, demanding shifts. If the employees perceive discrepancies between the resources they invest at the workplace (time, health, energy, skills, emotional involvement) and the outcomes they win from it, there are high chances to look for jobs where their performance brings more rewards and satisfaction. 
Low wages are one of the most frequent issues in the hospitality industry (Walmsley, 2019). Being crucial in sustaining daily life and meeting the basic needs, there is a strong link between financial incentives and employee loyalty over the long term. The costs of life, the availability of local workplaces and the level of education may influence the choice of the employees regarding their commitment to the Hilton Hotels.
Further, development opportunities play a key role in job satisfaction and create a good environment for skills growing, a higher quality of work, and lastly, a better customer experience. They also facilitate career development and promotion, through achieving new levels of knowledge and competence. This area is linked to the esteem and self-actualisation needs in Maslow’s (1978) hierarchy. 
Employee separation has a negative impact on business’s finances and staff morale (Fernandez, Worasuwan, 2017). Therefore, it is essential to plan retention strategies as a quality team of workers plays a major role in achieving success. Although it takes time for it to be shaped, trained and integrated, all processes are crucial for Hilton’s success.

[bookmark: _Toc682478032]Literature review

Even while the need for qualified workers continues to rise, the management system is not keeping them around or satisfying them. Employee loyalty and retention are not driven by a single element but rather by a combination of many others (Dashper, 2020).
Regarding the issue of job dissatisfaction, it has been demonstrated that by creating a pleasant and entertaining workplace the staff’s morale can be greatly boosted. They will feel more energised about the work and will invest more effort, attention to details and commitment to fulfill the tasks (Mejia, Phelan and Aday, 2015). Positive interactions with coworkers and leaders are considered essential for achieving resilience and coping with stress (Scott, 2016). By promoting teamwork and equality between staff members, they will be more inclined to work together to achieve the business’s goals and targets. Also, recognition, appraisal and constructive feedback from Human Resources will encourage the employee to pursue the best practices in everyday tasks and even exceed their attributions. Neupane (2015) highlighted these elements as fundamental for employees to remain with the company. 
The emphasis on work-life balance is growing as a key factor in employees’ decisions to remain within the industry. It is recognised that leisure time has a huge contribution to wellbeing. Therefore, asking for workers’ input and thoughts may be a mutual win when the management is designing the schedules. As the hotel’s waves of guests fluctuate, it is important to take balance into account, so the employee will not suffer occupational burnout. Also, extra hours or busy times should be properly rewarded. Because the payment of some hospitality roles does not satisfy entirely the staff and it may cause their leaving, cross-training in other departments can be an alternative to give them work. This may represent an opportunity for development and gaining more finances.
Career progress is a goal for most employees, especially for younger generations. Thus, it is important to examine the trends among their interests and ideas regarding the modern workplace. Tan, Lew and Sim (2019) noted that to retain Generation Y workers, the management has “to foster a meaningful workplace”. This implies both physical and psychological involvement through labeling their performance as meaningful and important.  For Generation Z, flexibility, digital tools, diversity and equal opportunities are essential traits that a job should foster (Leung, Sun, 2021).
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To identify possible internal resources for retaining the employees, a SWOT analysis for Hilton Hotels has been conducted.

[bookmark: _Toc69273620]Strengths

Hilton is an internationally recognised brand. The management from different venues around the world can share between them strategies to retain their workers. Also, the brand empowers its employees through the Passport to Success program which addresses a wide range of issues and challenges faced by the hospitality staff (Hilton Hotels, 2021). Thus, the personnel have the chance to develop, be promoted and encouraged to stay in the company.
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According to Hilton Hotels (2021), more hotel brands concepts are designed to be launched, but due to various factors such as economic, political or operational issues, they may not be as successful as anticipated. Therefore, it would have an adverse effect on the business. The staff’s jobs would be insecure and cause stress and low levels of motivation.

[bookmark: _Toc896821490]Opportunities 

Due to more access to different market segments through social media, Hilton may collect more data about customer demands and offer new services. This will encourage employees to achieve new skills through providing opportunities to learn and perform other tasks. Also, the business plans to extend to other regions such as Latin America and Carribean (Hilton Hotels, 2022). This would lead to new employability areas and to people which are already in the business may be offered the chance to relocate.
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Hilton has many competitors in the industry that may attract both employees and staff. Also, the economic and political turbulences such as inflation, Brexit and Ukraine-Russia war negatively impact the growth of business (Balli, Bilhah and Chowdhury, 2022). The customer’s travel and leisure plans may be affected by the emotional impact of these events, but also by financial reasons. This would lead to less guests and less work for the hotel staff. 
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External factors have a huge impact on Hilton Hotels’ management and development. Therefore, the following PESTEL Analysis displays a set of factors that may impact the business. 

[bookmark: _Toc1507193362]Political 

The recent change of UK’s Prime Minister had implications for Government structure. New regulations may follow, for example increased taxes. This comes along with the Brexit and Ukraine war. For Hilton, it means more payments and possible staff shortage as the work rights and status have changed.
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Inflation is affecting people on a large scale of areas. Having the basic needs as a priority, there can be less money for them to afford traveling and staying at hotel. However, it may be challenging to keep a reasonable price and maintain a good position on the hospitality market.

[bookmark: _Toc82718494]Social

As the hotel industry deals with people, it may encounter difficulties satisfying their needs and expectations. The market trends change, especially in circumstances such as Covid-19 pandemic which affected travel and accommodation.

[bookmark: _Toc1088672056]Technological 

Technology is continuously developing which creates new opportunities for work, travel, marketing and success. It may be difficult to have the most recent update regarding the digital area as it takes investments and wise planning to meet certain needs. 

[bookmark: _Toc1558119874]Environmental 

The hospitality industry consumes a huge amount of energy, water and resources in order to deliver its services. However, it has been noticed that, among other companies, Hilton designed strategies for sustainability which has a positive impact upon the environment (Matteucci, 2020).

[bookmark: _Toc1012269961]Legal

According to Hilton Hotels (2021), the business is involved in many claims and lawsuits which may affect some of their operational activities for a particular amount of time. These can have an impact upon their finances. Linked to the political area, the Government changes may create new regulations for the hospitality industry.

All these factors contribute to staff retention in a different measure. According to Hyatt Hotels (2021), the pandemic intensified their efforts for designing strategies to keep their personnel. As a result, they learnt that providing a “dynamic career and experiences” may be a tool to retain the talented workforce. Also, they concluded that a paid furlough has more advantages than their dismissal. Thus, the Hyatt Hotel’s staff experienced a boosted trust and connection with the brand as they had a secure job in uncertain circumstances.
At Four Seasons, any employee can stay at any property in the world free of costs (Solomon, 2018). The purpose of the experience is for them to receive the kind of treatment that they should pass to other guests. Thus, there is a mutual connection between the employee and the business through empathy, leisure time support and personal experience. Also, Four Seasons is one of the hotel brands with the lowest rate of turnover.
In order to face the inflation effects, the Accor Group (2022) decided to raise by a percentage of five percent the price of the rooms and to sell a group of headquarters from Paris. They anticipated that it would cover their financial needs and would help to retain their staff through financial support. Thus, the personnel will be motivated to continue their jobs at Accor, leading to less stress and increased trust in their employees.
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It is recommended that the management have a close interaction with the staff as a significant part of the business’s success relies on them. Giving them opportunities to voice their opinions such as small group meetings, surveys and suggestions box will encourage people to be open and share their concerns.  Thus, they will feel empowered and valuable. 
Also, putting them in spontaneous contexts like an ice-breaking session or a teambuilding activity will create new connections between the co-workers, enhancing the team spirit which will enable them to trust more each other. 
Cross-training represents a potential booster for developing new skills, so the team will have the chance to grow, progress and achieve new roles when these become available (Stanica, Peydro, 2016). Also, it will create the opportunity for working extra time if they are willing to, in order to gain more finance. Rather than looking for another job or taking a second workplace, people would gladly focus on hotel work as a main income source. Cross-training would enable the team to support each other in the busier timeslots of the day, but also when some members have their time off. As the work-life balance is an important aspect of everyone’s life, this strategy will help to cover staff gaps, so extra effort from the rest of the people should not be needed. 
Regular bonuses and prizes can support the employees as compensation for the low wages issue. Affiliate sales are also a way to motivate them to sell products or services to the guests and they should receive a commission for each successful transaction.
As external factors have a great influence on the business’ activity, Hilton Hotels should adhere to focus on customers and employees in a balanced manner, to gain the satisfaction of both parties. Although there is little control over them, connections across hotel locations worldwide should be a source of inspiration and support.
In conclusion people adhere to work in an inspiring and consistent workplace. Creating a meaningful space, displaying openness to actively listen to their ideas, concerns and thoughts, promoting flexibility have a positive impact on workers retention. These will motivate them to contribute to the company's goals. Moreover, employees will be encouraged to put in extra effort and make greater contributions if they know they will be rewarded for doing so. In turn, this will invigorate and inspire the staff to perform at a higher level.
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