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Abstract
Hilton Vancouver Washington Located in Vancouver, Washington, USA known for its environmental consciousness and attentive guest services. Challenges at Hilton Vancouver include the use of outdated furnishings, congestion in common areas, unclear layouts, lack of hygiene and inefficiency. Hilton Washington Hotel needs to update older electrical outlets for guest comfort. There is a need for high-voltage USB ports and wireless charging stations. Guests have reported a lack of cleanliness and service. Cleaning and room service stations need sufficient staff.
Guests should receive flowers and welcome drinks upon arrival.
Modern furniture, customized wall art, and paint colours need to be adjusted according to customer choice. The hotel also needs to prioritize hiring local residents and conducting regular feedback. The hotel needs to improve communication and customer service skills to stay competitive in the luxury hospitality industry.
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[bookmark: _Toc165556353]Introduction 
This study will work on Hilton Hotels & Resorts. Hilton Vancouver Washington was constructed in 2005. The address is Vancouver, Washington 98660, United States of America (Huckestein and Duboff, 2019). Recent guests have expressed their discontent with the hotel in a number of areas, including housekeeping like room temperature setting and lighting, bell service, cleanliness, and technology. This is something that has occurred despite the hotel's long-standing and strong reputation in the hospitality industry. This study will work on Hilton’s personalisation issue. The issues that are causing clients to be dissatisfied and that are causing damage to the hotel's image will be investigated, along with the factors that are contributing to these problems and the possible remedies to these problems.
[bookmark: _Toc165556354]Overview of literature 
A hotel that is both environmentally conscious and attentive to the requirements of its guests is the Hilton Vancouver/Washington. Visitors staying at the hotel have access to a fitness centre that is equipped with the latest technology as well as huge meeting spaces. All of the hotel's amenities, including the large lobby, a variety of culinary choices, and free Wi-Fi throughout the whole facility, are available to guests. There are a variety of well-known hotel rooms accessible at this company, ranging from the most luxurious to the most reasonably priced. There is a greater potential for expansion for a company that does not have an excessive dependence on any one product line or consumer group (Chang et al., 2019). Because participants of the Hilton Honours loyalty programme are eligible for a wide variety of unique benefits, the scheme has garnered a significant and dedicated following throughout the course of its existence. As a consequence of this incentive system, Hilton's customers are more loyal, new customers are brought in, and more direct bookings are encouraged via the company's channels. By being an early adopter and user of new technology, the Hilton Vancouver Washington has been able to enhance its customer service, simplify its operations, and reduce its expenditures. The use of digital keys, the Hilton Honours app, and several other types of connected room technology are some of the ways in which Hilton is working to improve the overall experience of its guests (Chen et al., 019). 
Some of the problems with the facilities in this hotel include the use of antiquated furnishings, the congestion in the common areas, and the layouts that are difficult to understand. There is a lack of hygiene, which is a problem. It is of the utmost importance to designate members of the staff to the role of floor supervisors since it is essential to keep the environment clean. There are a number of indicators that point to inefficiency, including customers waiting, employees growing annoyed, and expectations not being reached.
It is necessary to conduct careful recruiting and selection in the event that there is a lack of workers. Getting training is necessary in order to provide the greatest possible assistance to consumers and patrons. When the economy takes a plunge and fewer people are able to afford to stay in hotels, Hilton, along with other hotel corporations, feels the strain. There is a possibility that economic downturns, recessions, or regional crises might result in a fall in the demand for hotels, which would then lead to a decrease in room prices. As a result of the ever-changing preferences of customers, the service design at the Hilton Vancouver Washington is getting more and more out of date, and other kinds of accommodation are gaining popularity, the competition is already fierce and will only grow more intense in the future. There is a possibility that its inherent strength may be undermined if it depends excessively on franchising (Wharton, 2001). 
[bookmark: _Toc165556355]Application to the hotel and hospitality sector (PESTEL Analysis)-
The PESTEL study is an example of a framework for strategic management. This research provides an analysis of the external macroenvironmental factors that have the potential to influence a particular industry or firm.
Table 01: Key points of PESTEL analysis
	Political
	There can be more visitors through political stability but due to different wars and political instability, an skilled labour shortage is found. 

	Economic
	Higher inflation, Higher hotel rent, higher unemployment, lower disposable income, lower travel to Hilton.

	Social 
	· Visitors expect high class services copared to other hotels.

	Technological
	· no video surveillance system.

	Environmental
	· Uses of more energy

	Legal
	· Strong labour regulations



Political: The Hilton Vancouver Washington benefits from political stability since it improves the possibility that visitors will visit the area. This is a positive development for the hotel. In light of the fact that the global economy is in a spiral, where both inflation and unemployment are on the increase, the present political atmosphere is very detrimental to any hotel business. Because of the present geopolitical scenario, as well as labour shortages and a post-pandemic increase in the tax rate, there has been a reduction in travel, which has a direct influence on Hilton's revenue stream (Applegate et al., 2018). The serviceman is often ten to fifteen minutes late, which not only causes a great deal of inconvenience for hotel guests but also suggests that the room service may need some improvement. The room service department might benefit from the addition of people in order to address this problem. In addition, floor supervisors are accountable for the establishment of the room service counter as well as its ongoing maintenance responsibility. 
Economic: Considering that Hilton operates on a worldwide scale, the company is exposed to the risk of currency fluctuations. It is possible that a strong dollar might have an impact on Hilton's revenues in a variety of locations since it could make international travel more affordable for Americans while increasing the cost of travel for people from other countries. In the event that inflation becomes too high and has an impact on operational expenditures such as labour and materials, Hilton may be required to increase the rates of accommodations for its customers (Xie, 2014). 
Social: Rich French Renaissance décor and more minimalist, modern styles are becoming more popular among hotel guests, and hotels are having a difficult time keeping up with these choices. In addition to this, the structure is being badly impacted by the social revolutions that are taking place (Bohdanowicz and Martinac, 2007). 
Technological: In light of the fact that the electrical ports, switches, and other electronic components of the property have not been updated since 2017, it is imperative that they be repaired. Multiple complaints came in from customers who experienced a variety of technical issues, including poor connection speeds, failed connections, and other connectivity issues.
Environmental: Today's tourists are more conscious than they have ever been of the potential influence that their trips may have on the environment. The number of customers seeking for hotels that have a focus on being environmentally responsible is growing at an alarming rate. Hilton may need to incorporate green policies in order to attract visitors that are environmentally sensitive. These policies may include reducing the amount of water and electricity used, as well as adding lighting that use less energy (Sainaghi et al., 2013).
Legal: Now, Hilton has the ability to mine its client information in order to get access to data like as demographics and spending patterns. Companies run the danger of incurring significant penalties if they violate the laws of the nations in which they do business. There is a significant influence that legislation relating to workers has on Hilton. Because the United States of America is a nation with stringent labor rules, Hilton must take caution while dealing with its workers in the United States (Maxwell and Lyle, 2002). While guests are staying at the Hilton, it is Hilton's duty to ensure that they are not subjected to any kind of discrimination or improper treatment. Those who visit the institution have the legal right to file a lawsuit against it in the event that this is not the case. Additionally, it is the obligation of the Hilton Vancouver Washington to protect the confidentiality of the information that its guests provide.
Table 02: Personalisation issues that have been identified through PESTEL analysis in Hilton
	Issues
	Explanation

	Welcoming services
	The Hilton hotel has a shortage of personnel which has impacted its greetings services towards new customers. The hotel cannot manage to send labours with name cards and flowers to welcome guests which dissatisfies guests. 

	Amenities-related problem
	In this day and age, visitors often choose for a style that is more current. It is advised that the amount of furniture in a room be kept to a minimum in order to achieve this impact. The bed, the couch, the desk, the nightstand, the television, and the lights for the tables are all included and included in this (Chiang, 2006).

	Shortage of personnel
	Because of the significant staffing shortage that has continued since the outbreak, hotel guests who have grown to expect the business to provide flawless service have been let down by the service they have received. Even if there is a chance of effective management of staff, the single most important thing that a company can do to ensure its long-term success is to hire a sufficient number of very talented individuals (Min et al., 2018). In order to satisfy the ever-increasing demand for services, the personnel of the firm has to be significantly expanded by fifty individuals.

	Preservation facility
	Because the building is rather old and has not been refurbished for more than six years, some of the refrigerators that are located in the in-room bars are noisy and do not perform very well when it comes to maintaining the temperature of drinks (Parkan, 2005).  It is necessary to do a thorough examination of each and every freezer that is stored in the apartments. It is imperative that the refrigerators in twelve of the rooms be repaired as soon as possible since they are either broken or not functioning properly.

	Fittings
	Guests staying at the Hilton Vancouver Washington will find that the fixtures in the toilets are quite unpleasant. It is possible that it would be more wise to switch to bathroom fixtures that are more straightforward and modern instead (Reidhead, 2020). A little less than a quarter of the restrooms have fixtures that are either damaged or loose, and they need some form of repair.

	Lightings
	If the hotel were to update some of the older electrical outlets, it would be more friendly to the guests that use the establishment. Additionally, the visitors noted the fact that the electrical plugs in their units were broken. It is possible that the solution to this problem lies in the combination of high-voltage USB ports included into current devices and wireless charging stations (Claver‐Cortés et al., 2007).

	Cleanliness problem
	The Hilton Washington has received complaints from guests about a range of issues, one of which being an overall lack of cleanliness and service throughout their stay (Wharton, 2001). It is essential that the cleaning and room service stations on each level have sufficient workers to effectively manage the issue. 



[bookmark: _Toc165556356]Future policy and management options
Table 3: Action plan
	Issues
	Necessary Steps
	Time Frame
	Date of Completion
	Budget 

	Welcoming services
	· Guests need to be given flowers with name card when they arrive airport or when the arrive at the hotel.
· Welcome drinks need to be provided when they arrive airport. 
· Given that the hotel is a first-rate establishment, it is essential that it has a large staff that is committed to ensuring that the guests are completely delighted with their stay (Atkinson and Brander Brown, 2001).
· Managing and distributing baggage in an effective manner.

	1 month
	May, 2024
	$700 for the year

	Amenities related problem
	· The design is being updated with modern furniture that is up to date
· Wall art and paint colors are being changed with more contemporary alternatives to gypsum and outdated wallpaper
· The various pieces of furniture are being moved about. 
	3 months
	July, 2024
	$1500

	Shortage of personnel
	· Make it a priority to hire local residents rather than depending only on contract labor.
· Conduct regular feedback on the quality of the work that is being produced.
· An approach to managing staff resources that is not just efficient but also effective 
	2 months
	June, 2024
	$5500

	Preservation facility
	· Before cutomer check in, the Hilton must make sure that the refrigerator is both functional and operable.
· Customer service representatives are accessible at any time (Sanders, 2005).
	6 month
	November, 2024
	$2000

	Fittings
	· A bathroom that has been updated with new and contemporary fixtures
· the installation of cutting-edge plumbing components that minimize the amount of water used in the bathroom.
	6 month
	November, 2024
	On-going expense

	Lightings
	· The former design will be replaced with new tinted glass that will be fitted outside the windows, in addition to receiving additional outside modifications (Brown and Ragsdale, 2002).
· Interior design should use color schemes that are reflective and shiny.
· Installing smart power outlets made of the most advanced technology across a whole building.
· In addition to providing guests with access to a voice-assistant service, each room also has charging stations for wireless devices and the connections that are required for their use (Fatima and Elbanna, 2023).
	3 months
	July, 2024
	$400

	Cleanliness issue.
	· Maintaining a routine for cleaning as much as possible If it were possible to recruit more housekeepers, it would be much appreciated.
· Having the floor supervisors examine everything twice and make sure that everything is clean is a tremendous source of comfort for everything (Arous et al., 2022).
	Daily basis
	On-going
	On-going




[bookmark: _Toc165556357]Conclusion
The hotel is seeing a drop in popularity as well as ratings, despite the fact that it has an outstanding management team and provides every convenient facility that could possibly be offered to its guests. Following that, we addressed issues and concerns in the main body of the report, and we used the PESTEL analysis to assist in providing solutions that are likely to be successful by dissecting each problem into its associated component sections. There is a large number of complaints that are general in nature, such as those about the interior, the cleanliness, the service (room service, porter, free kit), technical issues, bathroom fittings, and in-room technological service. Following an examination of the problems that were discovered, the plan of action outlines the actions have been proposed to be taken to resolve the issues as well as the costs that will be expended. Increasing the efficiency of management might be accomplished by hiring just the most qualified personnel, taking into account their individual abilities and areas of competence. It is recommended that a new lighting system be built as soon as it is practically feasible to do so, regardless of whether or not there is an urgent pressing need for it. It will provide the impression that the hotel is more appealing. It is essential to put supervisors and room service stations in locations that are easily accessible on each level in order to guarantee that customers are satisfied with the service they get. 
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