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INTRODUCTION
This report is required to be written to fully focus on the response from a hotel in the hospitality industry that has been affected by the recent pandemic. The manager has requested to create a report to critically analyse the organization's existing and prospective external and internal surroundings in reaction to a worldwide pandemic. Coronavirus disease (COVID-19) is a viral infection caused by the SARS-CoV-2 virus. The majority of those infected with the virus will develop mild to moderate respiratory disease and will recover without the need for specific treatment. Some, though, will get very ill and require medical treatment (World Health Organization,2022). 
Therefore, many industries in this world are highly affected by the spread of the COVID-19 as majority of the people are asked to stay at home due to the pandemic. In this case, the hospitality industry is also affected by the pandemic. The impact on revenue and supply chains is massive and not yet predictable. Decisions to close hotels, restaurants, theme parks, and theatres, as well as the overall disruptive influence of the travel ecosystem, all have a substantial impact on global tourism (deloitte,2021). Many hotels are unsure of what procedures to take and in what order to keep their premises secure and to convey that to hesitant clients. In the post-pandemic age, hospitality will undergo both subtle and significant changes. Many hotels are unsure of what procedures to take and in what order to keep their establishments secure and convey this to hesitant clients (Vik Krishnan,2020).
In this report, I have chosen Hilton Hotels & Resorts as a representative of the hotel in the hospitality industry that have been affected roughly by the recent pandemic. Hilton Properties & Resorts, the flagship brand of Hilton Worldwide, was founded in 1919 and continues to innovate by producing goods and services to fulfil the demands of discerning global visitors at over 550 hotels on six continents (hospitalitynet,2020).
EXECUTIVE SUMMARY
In the recent situation, we found out that the Pandemic COVID-19 spreading the world in no time. During that phase, the hospitality industries is one of many other industries that are affected badly since people are forced to lockdown and not allowed to travel. The problem arises as soon as the travel ban has been issues all over the world. Not forgot to mention the hotel industry are also badly affected by the pandemic. 
Later on, the world has solved little by little and provide solution so that people can back to enjoy the life before the pandemic era but with a several new procedures that should be applied by the people to enjoy travelling.
Hotel industry such as Hilton holdings are one of the earliest companies that bring back the services to the customers with many new procedure and addition as a precaution measures so that people can enjoy their stay at Hilton with their safety guaranteed. With various new strategic marketing applied to the management of Hilton, they managed to attract many of their customers back to enjoy their stay at Hilton as always just like before the pandemic era.








PESTEL ANALYSIS
Hilton's PESTLE Analysis examines the company's business strategies. Hilton's PESTLE Analysis looks at how political, economic, social, and technical aspects, as well as legal and environmental considerations, affect its company. The PESTLE Analysis identifies the various extrinsic circumstances that have an influence on the brand's business. PESTLE analysis is a methodology that is critical for firms like Hilton to analyse market trends and continually improve their operations (CIPD,2022).

ECONOMIC ANALYSIS
The aggregate demand and aggregate investment in an economy are determined by macroeconomic factors such as inflation rate, savings rate, interest rate, foreign exchange rate, and economic cycle. Microenvironmental elements such as competition standards have an influence on the firm's competitive advantage (Mageplaza,2021). Before launching a business in a new nation, a corporation should research the country's economic situation. Economic issues have a direct and indirect influence on the hotel sector. These elements are outside the control of the firm, but they have an impact on its overall revenue. It considers things like the country's interest rate, inflation rate, growth rate, and GDP (Chun Hui Lee,2021). Loans are now accessible at much lower interest rates than before. As a result of the low cost of financing, it may be a favourable moment for hotels to grow and diversify their operations. Furthermore, most nations are experiencing a slowdown as a result of countrywide lockdown, therefore production is poor in many countries throughout the world. The pandemic has had a significant impact on the operations of numerous enterprises, and as a result, people have less money to spend on various leisure activities, which is not good for the hotel (Niamh Foley,2021). There are also several other economical factors that should be considered for Hilton, and one of them is the efficiency of the financial markets. As we all know every county has different type of economy and markets. Hilton need to consider this factors so that they know if there is need to raise the capital according to the efficiency of the financial markets in that particular country (Michael Boyle,2020). Other than that, Hilton also should consider the exchange rates and the stability of the host country currency. If the currency appreciates, the price of exports rises, lowering your international competitiveness. A currency depreciation can raise import costs, reducing margin or pricing competitiveness domestically if you rely on these imports (American Express,2022). 

TECHNOLOGICAL ANALYSIS
Technology has changed the way businesses operate by allowing small enterprises to compete on an equal footing with larger corporations (Osmond Vitez,2021). In today's competitive world, technology is constantly improving. In order to compete with numerous rivals, a corporation cannot afford to overlook these aspects. Hilton hotels must refresh its technology as needed to improve the value proposition they provide to their consumers. Adopting technology that disrupts the business is critical since it may help a firm save expenses while also improving customer experience. The hotel should accept all forms of payment, which is critical in today's digital environment. Customers may now book hotels anywhere, at any time, thanks to the emergence of social media and the creation of multiple websites (Celine Costa,2021). Since the pandemic hits the world of business, it is seen that certain industries are in a struggle phase to keep the business stay alive (Vik Krishnan,2021).  In order to keep up with the environment nowadays, Hilton has revolutionizing customers experiences with digitalization. With people being limited access to physical contact, Hilton has made digitalization a revolution nowadays by ease the way customers booking through various of digital platform. It is indeed made the booking process and other stuffs easier for the customer to stay connected with Hilton (MBA Skool,2021). The marketing works are also majority are based on the digital platform nowadays as people currently having their time mostly online. Other than that, Hilton also uses the artificial intelligence and robotics as their part of the technological components (Revfine,2021). In the hotel business, artificial intelligence and robots, such as chat bots, are proving to be distinguishing elements. Hilton has incorporated artificial intelligence to its suite of digital concierge services, allowing it to persuade a larger number of potential clients to utilise Hilton websites. This also aids Hilton's interaction with the more than 34 million guests it serves each year (MBA Skool,2021). On social media platforms, for example, AI chatbots have been used to allow clients to ask questions and receive virtually immediate replies, 24 hours a day, seven days a week. This is extremely beneficial to hotels since it allows them to achieve reaction speeds that are nearly difficult to achieve with human-to-human interaction (Emma Clark,2021). This kind of technological revolution is indeed helps Hilton to keep up with their customers all around the world and make world connected together using the digital platform.








SWOT ANALYSIS
Hilton Hotels and Resorts' SWOT analysis examines the brand's strengths, weaknesses, opportunities, and threats. The internal aspects of the Hilton Hotels and Resorts SWOT Analysis include strengths and weaknesses, while the exterior factors are opportunities and threats. SWOT Analysis is a tried-and-true management tool that allows a company like Hilton Hotels and Resorts to evaluate its business and performance to those of its rivals. Hilton Hotels and Resorts is a well-known name in the tourist and hospitality industries (MBA Skool,2021).

THREATS ANALYSIS
Due to the recent pandemic that causes by the COVID-19, it has been tough for every business in any industries the world. Majority of the business for instance the Hotel in the hospitality industry are forced to closed for a while (Georgina Hutton,2021). There have been many threats for Hilton in these recent days. The first threats that Hilton face is fewer business travellers are expected to come to the hotel. Business travel is an important source of revenue for Hilton, according to Stankevich (2021), while leisure travel is still recovering. Business travel has regained 50% of its pre-Covid-19 levels, according to Hilton's CEO, but a total recovery of business travellers is required for the company's long-term profitability and development. Next, the Covid-19 impact are also expected to affect a long-term effect to Hilton. Covid-19, according to Reuter (2021), wreaked havoc on Hilton's company due to lockdowns. In 2020, Hilton's revenues declined by 55 percent, while its net income plummeted by 182 percent, as seen in the graph below. In the foreseeable future, the numerous Covid-19 waves will continue to have a detrimental impact on financial and operational results. Other than that, franchise risks are also threats to the Hilton. Hilton has a strong brand reputation for performance and quality, and noncompliance by franchisees might harm Hilton's image. 
According to Reuters (2021), there has been a conflict between Hilton management and the franchise about quality, branding, and technology in order to meet performance criteria. In China, for example, Hilton was penalised for low sanitary standards. Moreover, most of the countries are now facing the turbulence in their economic. The scale of the economic downturn brought on by the epidemic is unmatched in contemporary history. GDP fell by 9.7% in 2020, the biggest reduction since records began in 1948 and on unofficial estimates, similar to the decline in 1921 (Daniel Harrari,2021). This shows that the world economy are unstable now. With that being said, it also affects the other industries such as hospitality industries including Hilton.













PORTER FIVE FORCES ANALYSIS
The Porter Five Forces Analysis is a strategic management method for analysing industries and understanding the fundamental levers of profitability. Managers at Hilton Worldwide Holdings Inc. may utilise Porter Five Forces to understand how the five competing forces affect profitability and design a plan for strengthening the company's competitive edge and long-term profitability in the Lodging business (Fern Fort University,2020). 

THREATS OF NEW ENTRANTS
New entrants in the lodging industry offer innovation and fresh ways of doing things, putting pressure on Hilton Worldwide Holdings Inc. to decrease prices, cut expenses, and provide new value propositions to customers. To maintain its competitive advantage, Hilton Worldwide Holdings Inc. must handle all of these problems and put in place effective barriers (Zander Henry,2018). Hilton can definitely tackle the new entrants by simply innovating new products that can eye catching customers all over the world that beats the other competitors. For example, uses of technological innovation such as Artificial Intelligence (AI) and robotics such as chat bots for messaging is useful during this era (Revfine,2021). Other than that, Hilton also now provides contactless guest experience as their new innovation during this pandemic era. When a guest checks in online using the Hilton Honours mobile app, they may also obtain a Digital Key to use in their hotel room, fitness centre, pool, and other hotel locations that need a key. Honours members may digitally check-in and bypass the Front Desk to go right to their room, using Digital Key to open their door, after a long day of travel (Hilton,2021). By implying these things, it is definitely a game changer for Hilton to step up from their competitors and possibly the threats of new entrants in the hospitality industry.

MCKINSEY’S 7S FRAMEWORK ANALYSIS
Hilton uses the McKinsey 7s model to improve business performance and develop successful change management procedures on a regular basis. To guarantee that its performance standards are continually maintained and enhanced for the offers, Hilton works on the 7 factors specified in the model.

SKILLS (SOFT ELEMENTS)
Hilton has a fantastic team with a wide range of skills and abilities. All personnel are hired based on their credentials and merit. Hilton takes pride in employing the best employees and developing them further to help them grow and develop (EHL Insight,2020). Hilton places a strong emphasis on developing its workers' skills and abilities. It organises frequent training and workshops for its staff, both internally and externally managed, to give possibilities for growth and development. Hilton places a strong emphasis on personal and professional development for its workers and works closely with them (studycorgi,2021). Hilton has defined duties and job roles and employs and teaches staff based on their skill levels in specific areas. The organisation guarantees that all work criteria are satisfied and that employees have the necessary skills to do their duties in accordance with Hilton's values, culture, and business goals and strategy (Garrido Moreno,2014). This shows that Hilton really precising their employee’s skills and workforce at its best. 




RECOMMENDATION
According to the examination of Hilton Hotel's marketing strategy, the hotel is a success, and most of its marketing approach has given it a competitive advantage in today's globe. However, there are a number of changes that may be made to the hotel's existing condition in order to raise not only the breadth of its client base, but also its competitiveness.

1. Introduce economy class services at Hilton
Study analysis shows that the middle class makes up anywhere from 25% to 66 percent of households, depending on the class model utilised (Homi Kharas,2018). This is a sizable part of the market that has yet to be fully explored by the hotel. The hotel will be able to grow the number of clients by developing products and services targeted at this market segment, resulting in most of its business divisions operating at capacity. The scenario is even more intriguing because data show that middle-class visitors travel throughout the year, as opposed to high-end tourists who travel primarily during specified seasons of the year and holidays. Many travellers nowadays prefer to stay at comfy but affordable prices. Hilton can introduce this type of services to these people so that many of the travellers nowadays can consider stay at Hilton as their part of journey. 
2. Introduce creative Innovation to hospitality industry
In order to manage consumer expectations and desires, the customer should embrace technology components of innovation. Because of the worldwide development of the hotel business, competition is fierce. Using cutting-edge innovativeness is one of the techniques that may help a hotel become more competitive and therefore gain market leadership (Kieron Johnson,2021). For example, the Hilton Hotel has invested in technology to ensure that all of its critical services are incorporated into the hotel's web page. Because the room information is updated on a regular basis, the hotel's efficiency has grown, particularly in room booking. Incorporating such creativity into the hotel's other operations would almost certainly improve client satisfaction. The ultimate objective is to increase hotel production and thereby profitability. Not to forget their latest innovation such as contactless check in and check out. Such things should be continued and invest more to make more innovation in the future while keep up the pace with the external and internal environment. 
3. Diversify the services of Hilton
Diversity and inclusion are critical in today's business world, as a diverse group of people from various origins and cultures gives the needed balance of voices and diversity of opinion (Bianca Miller,2020). Hilton Hotels should expand their range of new goods and services, particularly those aimed at business gatherings and conferences, in addition to great hotel services and outdoor activities. This would boost revenue from such services, which will help the hotel weather the low seasons when room reservations are at their lowest. For instance, Hilton perhaps can make their own technological devices such as laptops, smartphones and many else. With latest technology being part of the key success of Hilton these days, they can consider expanding their services to something diverse as it will attract more customers. Customer loyalty also being a main part in this revolution.






CONCLUSION
To put it all in a nutshell, based on the report above we can conclude that Hilton has been keep up with the environment externally and internally to maintain their services provided at the top-notch level among their other competitors in the hospitality industry. The report also concluded that Hilton applies very well the PESTEL, SWOT, PORTER 5 FORCES, and MCKINSEY’S 7S analysis to keep their business alive during the pandemic COVID-19 where it has been a threat to many other businesses around the world.
From the report above we can also conclude that Hilton responds to the COVID-19 threats really quick and efficient so that they are able to bring back their services to the customers. This shows that Hilton are one of the many hotels in the industry that can achieve even more than the other competitors even during the pandemic phase. With that being said, I believe that Hilton have done a brilliant job to make their hotel still striving during this pandemic and Hilton also can be more successful than before if this is their way of responds to the environment turbulence such as COVID-19.








REFERENCES
· Contact Adgild Hop Partner ahop@deloitte.nl +31 (0)88 288 1671 , 2022. Retail trends 2021. Deloitte Netherlands. Available at: https://www2.deloitte.com/nl/nl/pages/consumer/articles/retail-trends-2021.html [Accessed March 19, 2022].
· Anon, Coronavirus. World Health Organization. Available at: https://www.who.int/health-topics/coronavirus/coronavirus [Accessed March 19, 2022].
· Team, M.B.A.S., 2021. Hilton Pestle analysis. MBA Skool. Available at: https://www.mbaskool.com/pestle-analysis/companies/18162-hilton.html [Accessed March 19, 2022].
· Anon, 9660. Hilton by Hilton. Hospitality Net. Available at: https://www.hospitalitynet.org/brand/23000030/hilton.html [Accessed March 19, 2022].
· Department, S.M., Hilton Worldwide Holdings Inc.. Pestel Analysis &amp; Environment Analysis. Fern Fort University. Available at: http://fernfortuniversity.com/term-papers/pestel/nyse4/2856-hilton-worldwide-holdings-inc-.php [Accessed March 19, 2022].
· Anon, Hospitality industry and Covid-19 - House of Commons Library. Available at: https://commonslibrary.parliament.uk/research-briefings/cbp-9111/ [Accessed March 18, 2022].
· Conjoint.ly, How inflation impacts different businesses. Conjoint.ly. Available at: https://conjointly.com/blog/inflation-impact-on-businesses/ [Accessed March 19, 2022].
· Anon, Financial market efficiency. Available at: https://saylordotorg.github.io/text_money-and-banking-v2.0/s10-03-financial-market-efficiency.html [Accessed March 19, 2022].
· Anon, Managing currency during global market volatility. Business Class: Trends and Insights | American Express. Available at: https://www.americanexpress.com/en-gb/business/trends-and-insights/articles/steps-for-managing-currency-volatility/ [Accessed March 19, 2022].
· Anon, 2020. Hilton Worldwide Holdings Inc.. Swot &amp; PESTLE ANALYSIS: SWOT &amp; PESTLE. SWOT &amp; PESTLE.com. Available at: https://www.swotandpestle.com/hilton-worldwide-holdings-inc/ [Accessed March 19, 2022].
· Vitez, O., 2019. The impact of technological change on business activity. Small Business - Chron.com. Available at: https://smallbusiness.chron.com/impact-technological-change-business-activity-2191.html [Accessed March 19, 2022].
· 14, A.L.D.J. &amp; 2, M.O., 2022. How to use Artificial Intelligence in the hospitality industry. Revfine.com. Available at: https://www.revfine.com/artificial-intelligence-hospitality-industry/ [Accessed March 19, 2022].
· Anon, Fintech archives. ApexTech. Available at: https://apextechinc.com/category/fintech/ [Accessed March 19, 2022].
· Anon, 2021. The COVID-19 effects on societies and economies: News. Wellcome. Available at: https://wellcome.org/news/equality-global-poverty-how-covid-19-affecting-societies-and-economies [Accessed March 19, 2022].
· Anon, 2016. Hilton SWOT analysis - research-methodology. Research. Available at: https://research-methodology.net/hilton-swot-analysis/ [Accessed March 19, 2022].
· Reutors, Swotanalysistemplate (1).DOCX - SWOT analysis template strengths weaknesses 1.Cost efficient compared to physical 1. complex price structure servers and: Course heroR. SWOTAnalysisTemplate (1).docx - SWOT Analysis Template STRENGTHS WEAKNESSES 1.Cost efficient compared to physical 1. Complex price structure servers and | Course Hero. Available at: https://www.coursehero.com/file/77960205/SWOTAnalysisTemplate-1docx/ [Accessed March 19, 2022].
· Harrari, D., Nationality and borders bill: Progress of the bill - house ... Available at: https://commonslibrary.parliament.uk/research-briefings/cbp-9386/?mc_cid=1b0f5faa6e&amp;mc_eid=1edc537b10 [Accessed March 18, 2022].
· Dudovskiy, J., 2016. Hilton Porter's five forces analysis - research-methodology. Research. Available at: https://research-methodology.net/hilton-porters-five-forces-analysis/ [Accessed March 19, 2022].
· Department, S.M., Hilton Worldwide Holdings Inc.. porter five forces analysis, Porter 5 forces analysis. Fern Fort University. Available at: http://fernfortuniversity.com/term-papers/porter5/analysis/2856-hilton-worldwide-holdings-inc-.php [Accessed March 19, 2022].
· Hilton, 2021. A decade of innovation in just one year: Seven surprising ways the pandemic has changed hotels forever. Hilton Press Center. Available at: https://newsroom.hilton.com/corporate/news/hilton-many-pandemic-safety-innovations-to-remain [Accessed March 19, 2022].
· henry, Z., Hilton SWOT analysis. Case48. Available at: https://www.case48.com/swot-analysis/13743-Hilton [Accessed March 19, 2022].
· Gianotti, F., Can soft skills really be taught? Hospitality News &amp; Business Insights by EHL. Available at: https://hospitalityinsights.ehl.edu/can-soft-skills-training [Accessed March 19, 2022].
· Melendez, P., 2021. Hilton Hotel's staff training and Development: Free Essay example. StudyCorgi.com. Available at: https://studycorgi.com/hilton-hotels-staff-training-and-development/ [Accessed March 19, 2022].
· Kharas, H. &amp; Hamel, K., 2022. A global tipping point: Half the world is now middle class or wealthier. Brookings. Available at: https://www.brookings.edu/blog/future-development/2018/09/27/a-global-tipping-point-half-the-world-is-now-middle-class-or-wealthier/ [Accessed March 19, 2022].
· Johnson, K., 2017. A Hilton exec explains how technology keeps the hotel chain relevant after nearly 100 years. Business Insider. Available at: https://www.businessinsider.com/how-technology-keeps-hilton-hotels-relevant-2017-6 [Accessed March 19, 2022].
· Grano, M., 2021. Social spotlight: Hilton's pandemic strategy proves the business value of social. Sprout Social. Available at: https://sproutsocial.com/insights/social-spotlight-hilton/ [Accessed March 19, 2022].
2

image1.png
University of Wales
Trinity Saint David

* Prifysgol Cymru
% Y Drindod Dewi Sant
§ %




image2.png




