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[bookmark: _Toc73001989]Executive Summary 
The report intends to recognize the strategic variables impacting the hospitality sector. For the evaluation, Hilton is chosen for the research. The environmental concepts are that impact the enterprise comprehend to consult by secondary information; literary works; news articles. It is seen that Hilton standards to be the market leader in the industry of hospitality. Hilton executed various enterprise plans, which provided the organization with competition over the rest. Nevertheless, the organization lacked specialists in digital world writing and social media marketer to advance their improvement further. 
Hilton is a multinational hotel chain that is owned by Blackstone Group a secret equity company. It is brands involve 3,897 hotels within 91 countries over 642,000 global. The company owns, deal with other trade name hotel chain, it is one of the most achievement hotels in series and 38th position in money creating enterprise. Hilton was mainly founded by Mr. Conard Hilton in Texas and till 2009 was headquartered in Beverly Hills. Hilton hotels are managed; owned; and franchised to self-capable performers by Hilton globe. It is having multinational hotel series that involves various luxury resorts and hotels as well as chose service hotels. The company also places marketing necessity on both leisure and business travel with areas in the main city center; convention centers; near airports; and an amount of leisure-oriented hotels and vacation resorts in main vacation destinations around the globe. In New Zealand, the Hilton Auckland has a surprising view ocean and from downtown just 5 minutes. 
Several issues have been recognized in the report, the main issues that are handled by the Hilton Hotel are de-motivation of employees through complaints; overutilization of water or leakage in the bathrooms that were creating issues to the consumers; overutilization of resources; also create climate change which leads to the greenhouse gas emissions; less utilization of digital work in the company; etc. The report has been mentioned its solutions and some of the recommendations for these problems in the Hilton’s Hotel. 
Through the findings, it has been recognized that the Hilton’s provided the various products and services to their consumers; management in revenue; many factors in environmental; and company’s framework chart mentioned. The main part of the report has been contained the management techniques in explained about the various kinds of a system used by the Hilton and these were- contingency aspects; systematic concept; scientific aspects of management style; human relation concept. Further detail regarding the staff training campaign needs to be enhanced the performance of staff members. In the report, there was an encouragement program for owners and their team members (Dimitriou and Ducette, 2018). Then there were certain issues mentioned along with the solutions. Even this section consists of the financial position of the company. There were proper figures and facts mentioned as the annual income of the company; then followed by annual assets from the Hilton’s balance sheet; also explained the net income with the cash flow statement. The last thing that was discussed is the actual dividend of the company to its stakeholders and shareholders. 
In the section of an action plan that was mentioned the issues that is faced by the company; along with some solutions that must be followed by the Hilton’s company. Further, explain the desired outcomes of the recommended solutions with the given period; and also shown the planned budget. These budgets were not accurate ones; it’s just the presumption for the client. Then in the scope and analysis section, there were used two different methods that are external and internal analysis of the environment in the Hilton. The external analysis contained information from outside the company and with the help of PESTEL analysis, one can easily recognition the environmental condition of the company. The second one is the SWOT analysis of the company in which to know the Hilton’s internal environment. These two methods were utilized in the report because to know the position in the market of the Hilton; and also know the internal position. These methods are also helped in improvement in the external things and internal in that performance of workers; productivity of the company. 
After the analysis and identification, there was a recommendation to the company and counsel ways and its agreement, a leading proposal has been non-mandatory. The direction of the hotel demands to be helpful towards the staff members. The staff members must be provided an opportunity to connect often with the direction to cut down the miss-conversation. The customers must be provided more educational varied milieus, to do their more stay and provide them comfy feel. From the whole report analysis, it has been seen that Hilton adapted digitations schemes, yet in case it is not able to make awareness by digital media. It is recommended that their main focus now is on the development of digital talents. To provide training and talents to the staff members regarding the tools of digital and also supports the Hilton to empower the people to face the competition in the contemporary period. The net sales will be raise in case relevant content is written by tools of digital. Social media marketing is the new thing to promote things that reach the billions or trillions of individuals in the whole globe. However, the enterprise is not utilizing effective social media sites to their fullest.  


[bookmark: _Toc73001990]Introduction 
The hospitality sector provides high achievement and development opportunities to individuals and it gives better tourism and leisure services as well. It is significant, which all the functions of hospitality companies should be carried out potentially so depended on the company Hilton hotel works in the hospitality industry. At the time of cutthroat competition, companies are making edge-cutting programs to hang on the market. Plan of business guidance advanced strategies and programs, which accelerates the improvement of the company (Ertuna, et al., 2019). The organization taken for evaluating the enterprise plan in this report is Hilton Hotels Corporation. The hospitality industry is individuals oriented and the whole achievement of the trade is based solely on the relationship between the staff members and consumers. Staff members of Hilton Hotel are well-trained to foster a culture of providing individuals. The main target of this report is to cut out the perspective of the hospitality enterprise, which created Hilton Hotel one of the top leading hotels in this sector. 
The report explains various styles of management, which are utilized in the business for carrying out needed works. Management techniques have been explained in the report with the generation of the procedure of communication. Furthermore, there were external and internal analyses of the environment that means PESTEL & SWOT analysis to evaluate the company’s performance and position in the market. The main reason is to select these two methods was to identify the performance of the internal and external environment of the company (Aragon-Correa, et al., 2015).
Then it will show the real condition that where they have to work hard; where does not need to be focused; consumer was satisfied or not; etc. There are various issues mentioned in the report related to the company and this is- change in climate; overutilization of resources; wastage of water; hygiene issues; late services; and all these impacts on the environment, but the company were believing in the obligation of CSR so it has been also pledged and work on these issues by signing up some agreements that were mentioned in the report. Otherwise, Hilton hotel is the most famous and multinational organization in hospitality (Xue, et al., 2019).
[bookmark: _Toc73001991]Scope & Analysis 
It was opened on April 17th, 1963 as the London Hilton. It is a structured concrete building; shaped by William B. Tabler, an architect who is American and made various Hilton hotels. It has been become the first coast to coast chain of hotel in 1943, in the U.S. with the buy of two more hotels in the city of New York that are the Plaza; and the Roosevelt. Its corporation is made and listed on the New York Stock market in 1946, the first company of hotel is to be listed on the exchange stock market (Akbar and Tracogna, 2018). The London Hilton on Park Lane is a hotel established on Park Lane; gives over the Hyde Park in the accomplishment district Mayfair of London. That building has 28 stores; 101 meters; and rooms are 452 involving 56 suits and a Michelin starred restaurant at Galvin windows on the higher floor of the hotel. 
There are various Hilton hotels, so there are different reviews but overall hotels rating are between 4 to 5 points not below that. As a whole, it is a good organization for hospitality; to work for. It has huge benefits and the workforce program of travel is mostly one of the best things. Even for an employee, there are capable to get free rooms; if the hotel employees selected are managed and owned by the company (Kearns, et al., 2015).
Consumer satisfaction is a psychological aspect, which includes the emotions of pleasure and well-being those outcomes from attaining what one wants for and hope from appealing items or services. It has been welcomed around or more than 3 billion guests in its history of more than 100 years; earned a top position on the 2020 Globe’s best workplaces list, and also named as the 2020 World Industry Leader  
The London Hilton was aimed at an IRA bomb that is killed two individuals and injured 63 others in 1975 on September 5th. In the time of 1990s, the Pools Panel met every Saturday in a meeting room in the hotel. In 2011, on 1st July a fire broke out in the hotel; there were no injuries or fatalities, and damage was limited to a few lower floors (Niyivuga, et al., 2019). Then Hilton Park Lane introduced the collaboration with its stylist Rachel Anthony, providing personalized services to its guests in 2016 September. On January 15th, 2018, the hotel is also situated after the death of the lead singer Dolores O’Riordan the Cranberries; aged 46. She had been drowned in her room’s tub bath after consuming more alcohol. 

[bookmark: _Toc73001992]SWOT Analysis 
	Strength
	1. Brand reputation
1. Management performance
1. Global presence 
1. Excellent workforce advantages
1. Profitability
1. Honest consumers 

	Weakness
	1. Weak in fighting malware
1. Poor consumer review
1. Stakeholder pulling out

	Opportunities
	1. New items growth
1. New marketing programs
1. Partnership

	Threat
	1. Legal problems
1. Competitors



Strength 
Brand reputation- It is having a brand reputation over the years saw the improvement of a portfolio that is well-known of brands of hotels involving Hilton; Homewood Suites by Hilton; Hilton Grand vacations; etc.
Management performance- It has one of the best management performance and models of appraisal in the industry of hospitality that provides them one of the best hospitality performance tools speaking. Workforces are both such as it is connected to salary increase and promotions; growth and training (Dimitriou and Ducette, 2018).
Global presence- It is also a strength of Hilton. It has properties over 6,400 in all over 100 countries; a hotel for each style; occasion; and budget. 
Excellent workforce advantages- It has an image of providing a range of merits to their permanent and temporary workforce, for instance, plans of savings; workforce purchase program; travel program; health and other insurance coverage. 
Profitability – Hilton’s economic place is so strong. It is evaluated that approximately $9.45 billion in income in 2019. It is also recorded that $9.1 billion in income for fiscal 2017; in 2016 fiscal it is up from $7.3 billion. 
Consumer’s honesty- Over 50 million consumers are in Hilton’s honesty membership campaign covering properties over 6,400 globally and having brands 18. Consumers are also promised to fun at a cheaper rate in the sector of the booked Hilton.com. 
Weakness 
Weak in fighting malware- Card of credit aiming malware infected its cash register and the hotel has to pay a $700,000 fine for two data credit breaches. This indicates that Hilton’s weakness in combating viruses and malware. 
Poor consumer review- Various consumers have experienced their unsatisfactory Hilton experience in various online ways likewise TripAdvisor. Their complaints involve but are not limited to the Hilton’s poor environment of internal and poor consumer service.
Stakeholder pulling out- There is private equity that was Blackstone Group LP sponsor that purchases shares at a discount by a trade of block, has been decided to sell off its entire stakes in the group of Hilton that is equal to 15 million shares (Madera, et al., 2017).
Opportunities
New items growth- Double branded Hilton properties are faltering a general element with guests favorable towards the aspect. It has improved double-branded properties for a decade and has high prospects. 
New marketing programs- It is the “stop clicking around” for further booking that is direct from the consumers depend on influencing consumers, which the cheapest rates for Hilton are from their websites despite from Booking.com/Expedia.
Threat
Legal problems- Hilton is paid a $75 million cash payment to Starwood and another $75 million in the management of hotel contracts after a lawsuit where the company’s executives are convicted to take secret documents regarding the achievement of Starwood. 
Competitors- The main rivals in the world are Hyatt Hotels Corporation; Carlson Rezidor Group; Marriott International; etc. 
[bookmark: _Toc73001993]PESTEL	
Political- Hilton resorts and hotels are one of the brand world chains of the hotel. Stability of Political is in the country’s becomes most vital variables such as hotels require to cope with the condition of politics in many countries in that it is performing. 
Economic- Before beginning an enterprise in the main country, an organization should check the financial situation of that country. Its variables affect the hotel sector in many indirect and direct manners.
Social- Its brand is very reputed among multinational visitors. The hotel economy is impacted by many social variables such as customer demographics and lifestyle; culture; gender; population etc. with increment in revenue of the individuals their expanding habits also alter.
Technological- There is consistent growth in technology in current’s rival globe. An organization cannot afford to avoid these variables to accomplish with many rivals. 
Environmental- As individuals are becoming more experienced towards the safeguard of the environment. They keep connected to check on that organization is having appropriate waste management and what is it doing for the environment. Business of hotels frequently becomes a view of criticism for polluting environment. Change in the climate is a serious issue for the environment of the Hilton (Kearns, et al., 2015).
Legal- rules and regulations of the country are impacting the performance of the hotel in that it is functioning. Workforce regulations; legal structure; and consumer laws must be led through the hotel. So that it is not attracted to the interference of the many NGOs and government in the functions of the enterprises. Legal variables are closely connected with the political variables. In the Covid-19 situation, many regulations and laws have been also enforced by the government to handle issues such as sanitize hotel rooms; maintain social distancing (Xue, et al., 2019).
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Hotel Hilton works in the UK and refers superior standard services to customers. Business performances in the entity are worked through adopting an appropriate and effective style of management that supports in make sure long period development and achievement of a business. 
 Systematic concept to management- The management concept provides emphasis on processes and practice of management. The main aim of this system is to make particular procedures and processes, which are utilized for accomplishing the activity and task. 
The scientific concept of management style- As per the concept main focus is provided for creating developments in productivity and efficiency of employee members by creating utilization of this concept. Hilton utilized this concept for creating developments in the productivity of the employees (Qian, et al., 2015). The division of work requires to be performed systematically and it is needed, which relevant systems must be utilized for enhancing the abilities and skills of workforce members. 
Contingency concept- As per the system decisions for enterprise are considered based on conditions and it helps in resolving and rigid problems, which are faced in the hotel of Hilton. 
Human relation concept- As per the concept of workforces is a most important resource of a company, which provides positive efforts for completing the aims of the entity. The variable, which provides most significant to enhancing productivity, is the relationship of professionals. Hotel of Hilton organizes role conducting management games and sessions for running the functional performances of the company. 
There are various kinds of management styles, which are utilized in Hilton, are explained as-
Directive- this management style is utilized by managers of the hotel of Holton for effectively performing needed business works. Workforces are encouraged by the discipline and threats as well as close control of workforce are doe under this system (Öztürk and Serçemeli, 2016). This style of management proves to be beneficial in case there is any crisis condition in the business and when deviations are risky. Meanwhile, there are some demerits, which are instituted with the leadership system that involves a lack of appropriate learning among workforce members. 
Coaching- This is adopted by Hilton Hotel for creating important developments in the existing abilities and skills of employees. Workforces are allowed to professionally improve themselves. 
Authoritative- Hilton’s managers utilized this style for management setting vision and mission for the employees. Clear guidelines and directions are provided to the workforces and the leader is credible under this concept (Wasan, et al., 2017). All the workforces are allotted with particular job works and obligations that help in completing the wanted targets of the business effectively. Meanwhile, this leadership style proves that it is ineffective at the time workforces are under improvement and they need instructions for doing their task effectively. 
A staff training program needs to be enhanced
It has been shown that the Hilton gives an ecosystem campaign to help their group members at each level from joining to performing, to improving all at Hilton. Opportunities for group members are accessible in 100+ countries and 5,000+ hotels around the whole globe; this world breadth reveals the group members to a fresh challenge and its different strategies make sure the career longevity. 
For Owners-there are different ways to encourage the managers and leaders these are-
Potential- Performance human resources and plans help strong enterprise activity; 4% decrement in the Hotel Turnover of U.S (Price, et al., 2015).
Resources- Availability to platforms such as TMX is hotel’s new cloud bases; payroll method shaped to develop availability, and mobile-enabled HR; Talent management; payroll; procedure potential, and record abilities around important HR; and working management operations. 
Engagement- Culture, which attracts; retains; and nurtures the best skill in the sector; 80% workforce involvement that outcomes in low labor price; honest repeat guests; and high productivity (Bosco, et al., 2019).
Expertise- Proven the track report in the achievement of functioning hotels that is non-union hotels in center dominated market.
Recruitment- Available to set up national operations of recruitment centers, which give centralized hiring specialists and services for hotel skill acquisition. 
For Hilton’s group
Leadership and learning improvement- Sector-following coaching and improvement campaigns, which deliver $2,000 savings per group individuals to owners by innovative solutions likewise give a 25% low in-seat learning period; and virtual guide- follow courses. 
Rewards- Available to GoHilton, group individual campaign that grants owners available to dynamic rating systems, which collect to RevPAR through decreasing vacancies of the room; GoHilton has made $450M in whole income. 
Identification- Robust campaigns likewise go the extra mile to influence guests; group individuals appreciation week and catch me at my best, and empower group individuals to consistency to improve with Hilton (Ivanov, et al., 2017).
Recently a new partnership has been introduced between the New Zealand Embassy depended in Dili; and Hilton Dili Palm Springs, Timor Leste to give short period coaching scholarships to chose Timor Leste citizens. The campaign includes six group individuals from Timor-Leste who have been provided the opportunity to six months of coaching to enhance their language skills in English and join a property of Hilton in New Zealand to attain on-the-job hospitality talents coaching (Cagliano, et al., 2015).
While it targets to tool the six members with sector knowledge and skills; share their specialists and experience with other new group individuals of Hilton Dili Palm Springs, and empowering them to come back home with multinational stage experience. After the accomplishment of the campaign, the group of individuals to have emerged in a various culture; learn first-hand regarding their Hilton culture and values; and improve new talents at a multinational stage.  
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The workforce of Hilton hotel studying is highly qualified. They pay severe attending onwards to fulfill their consumers. At the time of ailments regarding their services in drink and nutrients, they feel disgusting and lose their hope. Then they get de-motivated; even they are more afraid to confront their mistakes in front of managers. In this fear, they work even more badly and various times leave the occupation out of defeat. There is a system of force per unit location on them that they give better services to their consumer in this force they create even horrible task. The employees are having fear of acquiring fired from their job. They lose their performance and sometimes with this fear even of firing they get stressed. As per emphasize that they have tenseness that follows to illness, and less representation of public at a task; low involvement of work; and absenteeism (Ertuna, et al., 2019).

Then another issue that is facing by clients by visiting hotels such as- workers are not coming to attend to the guests after they have been unloaded their bags, staff reached and then asked to help. In some of the rooms, it has been identified that toilets are overflowing; rusty pipe is revealed in the shower of the ceiling (Jaworski, et al., 2018). Even the ceiling tiles are not fit appropriately and also the shower was worse. It is also not working properly. Executive lounge has been badly chosen for breakfast and at the 8 am there were very less left in it. So, there are a lot of issues as climate change; wastage of water; hygiene issues; overusing resources. These all issues indirectly and directly impact the environment and also damage it. 
The issue that has been recognized is Hotel does not provide the concept to available the advantages from their IT assessments by taking their price of Investment (Lukanova and Ilieva, 2019). On the other side, Hilton available to the value of the assessment in the context of how much it’s pricing them to improve and execute the solution for all of its hotels. But it is also keen for the CSR and having its obligation to the government so Hilton promotes the-
Water stewardship- Identifying water as one of the globe’s precious resources; they focused on determining holistic water stewardship around their value chain. It is committed to decreasing its water intensity utilization by 50% through 2030, and executing 20 concepts depended on water stewardship pilots in locations of high water risk (Sucher and Cheung, 2015).
[image: ]
Source: (Petrenko, et al., 2016).
Determining obligation sourcing- With the world, which spans 119 territories and countries, it identifies the enormous economic; social; and environmental effects that hotels have on their chain of supply. It has committed to sustainably source; produce; cotton and seafood; meat; poultry; and to collaborate with its suppliers to develop their obligation sourcing through 2030 (Petrenko, et al., 2016).
Introducing climate alteration – Hilton is committed to following sector toward zero-carbon finance and decreasing their greenhouse gas emissions line with the science of climate. They have pledged to decrease their scope 1 and 2 carbon sector intensity by 2030 by 61%. It is also proud to have the first main company hotel to establish science dependent on carbon aims allotted with the science of climate and the SBTi approved and Paris climate agreement. 
[image: ]
Source: (Jaworski, et al., 2018).
Financial Position
Its financial position is quite good, but due to covid-19 and pandemic hits so hard that it reduces its income. While it is also made enough revenue in 2020 and that was $4,307, it was the down 51.63% down from the previous years as on other hand its annual was $9,452 in 2019; in 2018 it was $8,906, and in 2017 it was 8,131 (Jaworski, et al., 2018). The main motive of the Hilton hotel is to create a profit by selling various items likewise- meals or even extending the enterprise to essential increment the sales; services like room and consumers. The hotel gives various items and services; and a large-end luxury chain of a hotel with several of many brands. 
[image: ]
Source: (Hilton Hotel, 2021).
The above figure shows the last five years of the annual income statement of the Hilton Hotel company, through this recognize its financial position (Salvioni, 2016).
[image: ]
Source: (Hilton Hotel, 2021).
This figure shows the annual assets from its balance sheet, and data was last five years. So this is the total current asset that has been shown in the figure and earned by the Hilton Hotel company. There was a major difference in the year 2016; and 2020; otherwise, the other three consecutive years are almost the same in terms of assets. 
[image: ]
Source: (Hilton Hotel, 2021).
Now, the above figure shows the Hilton Hotel’s annual net income for the last five years with the cash flow statement of the company itself. In last year, 2020 it was negative; otherwise, in previous years there is an increment in the net income of the company (Yoon, et al., 2016).
[image: ]
Source: (Hilton Hotel, 2021).
Through the above figure, it can be said that the company is loyal to its shareholders as it has given its actual dividend at the same rate in all over the last five years. Even in the pandemic, where other companies lose their earning along with also decreases the percent of dividends to their shareholders (Niyivuga, et al., 2019).
[bookmark: _Toc73001997]Findings & Results 
Hilton hotel is a company within the public limited organization and the private sector that means someone purchases shares. The major targets of Hilton Hotels are to create a profit by selling various items likewise meals; services of the room; and even extending the enterprise to an effective increase in sales and consumers (Zhang, et al., 2018). They also wish to improve the business and to be achieved. As per the report here is the results that will be represented in the tabular form; the report has been contained the hotel record, not in one area but various departments of the company, and these are as follows-
	Findings
	Results

	1. Items and services 
	Leisure and business travelers; guest loyalty program; Conrad resorts and hotel; embassy suits; Hampton suits and inns; Hilton grand inn

	2. Revenue management
	Innovation by robust; tools are comprehensive; qualified individuals; 

	3. Environment factors
	Internal and external 

	4. Company’s framework chart
	General manager & other departments



Here is the elaborate explanation regarding the above table-
Through the observation, it can be said that the size of the company the scale of Hilton group, came to the point that the high size companies are more stable or survive in tough finance periods and the data flow in these companies is simple to follow (Madera, et al., 2017). This is a high company is frequently better than profound family enterprises as there is more clearance, and then high throughput could be successful. 
Company’s framework chart – through the recognition of the framework of Hilton hotel came to know that the framework of this company is high and mainly deal through their board of directors and at the time they considered any decision they pass it to the main manager. The general manager then provides the orders to other sections if in case there is anything done in a company only the general manager who is going to accountable to the BOD and manager is obliged for what will be done in their location (Dimitriou and Ducette, 2018).
Services and items- The Hilton gives various items and services and huge-end luxury chains with a whole of various brands. It also provides a range of beverages and food, which is a vital section of any stay. Consumers are relaxed and have dinner in one of its restaurants and also have various options of breakfast to satisfy them. It also gives a serviced accommodation and for all various kinds of individuals. They provide a rate of services to attain consumer’s requirements likewise relaxing spas and gym. The Hilton gives items and services that are business and leisure travelers. They also increase the sales by providing extra services likewise breakfast and room; conference facilities; and family fun packages. It also gives a Guest honesty campaign in that often consumers can calculate airline miles and stay with many brands of Hilton’s hotel. The hotel is having honesty skills that mean in case consumers stay there for a long time then they must get one night free of charge (Zuo, et al., 2017).
Revenue management- There is excellence in revenue management that is robust the innovation delivered through the specialist individuals; helped through superlative techniques and resources determine actively. Their regional director of management of revenue help system provides high stage connectivity with Hilton’s commercial engine. A depth chart of the help behind the director of the regional group involves individuals and resources dedicated to particular locations, involving competitive analytics; income management training; distribution channel; alteration management, and more.
Environmental factors- the environmental variables both internal and external have a main impact on the activity of a large company. As identified that in the matter of Hilton the external variables such as political; socio-economic variables can affect the improvement of the company. In New Zealand, the opening of new enterprise need is quite simple and the finance of New Zealand is quite stable at this point. So, the Hilton (NZ) is running well in case of improvement and income. It is giving excellent service to consumers as well as controlling its value of a brand. 
In internal variables involving the trainers; suppliers; safety, etc. also play a vital role in the organization’s results. The Hilton is a high company that has got prominent training and suppliers; it provides sophisticated coaching to new staff members (Ivanov, et al., 2017). The staff member’s safety is also an important variable for various workforces in selecting their jobs. As recognized, Hilton NZ makes sure that workforces safety and is dependent in the center of the city, giving as simple available to reach.
The Hilton hotel is having obligation to employees; shareholders and stakeholders. Workforces are expected to be paid with a well-secured profession and to perform in a good environment of working. Meanwhile, stakeholders are expected to have an improvement in the enterprise, to create a profit, and to be an achievement. The company is obliged to its consumers as it has to give exceptional service to create the desire to come back to the hotel again. They will also expect a better quality of items and their requirements to be attained. 
It is horizontally integrated as they own other hotels at a similar stage as them on the selection of chain. For instance of these hotels are Hampton hotel; Conard Hotel & resort; Hilton Hotel; Hilton grand vacations and Hilton garden inn. It is a company that contributes to GDP in the UK and their all in the UK was GBP in 2011, 101 billion and was 6.7% of the whole GDP. The company made jobs in the UK that supports the multiple impacts as an economy that individual earn the go and expand it on another enterprise of the company.  
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	Number
	Issue
	Solution
	Desired result
	Time scale
	Completion date (year)
	Planned budget

	1.
	Introducing greenhouse gas emissions
	For this, they have to follow the hospitality sector toward the zero-carbon and will sign the Paris climate agreement. Then follow the terms and provisions of the Hilton Hotel. 
	The desired outcome is decreasing their greenhouse gas emission in line with the help of climate science. 
 
	10 years 
	2031
	$220,000

	2. 
	Waste material- Hygiene issues- There is a lot of waste material available and in the drainage system. That directly impacts the environment that is polluting the nearby area.  Even waste is available in the hotel itself.
	· Several steps they have to take by diverting remaining waste from fill land by recycling; energy from waste incineration; donation; composting and other opportunities.
· Introduce event-ready campaign worldly, making waste decrease standards for all Hilton’s events and meetings.
	Cleanness in the hotel; and main impact will on the environment. It will be clean; safe; and hygiene (Ertuna, et al., 2019).

	7-10 years
	2027 - 2030
	$218 billion or can be more expend on improving; transporting; processing; and disposing of the food waste that was never eaten (Zuo, et al., 2017).

	3.
	Utilizing more sources
	It should start the sustainability source produce; meat; produce; cotton; seafood and to collaborate with their suppliers to develop.
	Sustainable resources.
	10 years
	2030
	 Disaster relief – 3.2million invested by Hilton.


	4.
	Water leakage
	Will be using water stewardship all over their chain of value.
	Stop water leakage; utilizing limited water.
	5-6 years
	2026-2027
	$50 million

	5. 
	Less utilization of digital system
	Hire the experts and provide training to the employees of Hilton hotels.
	 Will, be more utilize the digital system; handle things with social media, and also provide advertisement by social media.
	3-4 years
	2024-2025
	$ 200,000

	6. 
	Training program 
	Hire specialists of particular tasks and then provide training campaigns to employees for their specific job.
	Employees will be more educated and productivity will be increase. 
	5 years
	2025
	$ 200,000-$300,000


[bookmark: _Toc73001999]Recommendation 
Through the above report, it is identified that the organization adapted digital systems, yet it is not able to make awareness by digital media. It is recommended that the company has to focus on their development in skills of digital (Zuo, et al., 2017). It must be imparted the training of digital to their workforces. However, the organization is not utilizing the essence of social sites of media to their fullest. Professionals should be hired, who specialized in the marketing of social media. Members of the panel must be guided to answer all the quires over the sites of social media through the client’s point of view. 
Communicating skills and training to the employees regarding the tools of digital would support the organization to empower the people to face the rivals in the contemporary period. The net sales would increment if the appropriate context is written by the tools of digital. Social media marketing is the newest way of advertising tool, which reaches trillions of individuals in the whole globe. It could expand the data within seconds. However, hiring social media specialists would aid in branding the enterprise in each corner of the planet (Gupta, et al., 2017).
It has been also recommended that some measures will be taken by managers to solve the de-motivation after hearing the employee’s complaint. It is important to handle the workforce carefully as they are jewels of the business. They must not be thrown away by the jobs. Despite that, the concept of diplomacy is bringing into practice with the support of the food workers and beverages workers must be tackled. Hiring is not simple they value their workforce and would like to put whole efforts to guide them as the consumer’s needs. 
[bookmark: _Toc73002000]Conclusion 
Through the report, it has been recognized that the complaints of the consumers have positive and negative effects on the workforces or members of staff. The positive impacts to an enterprise are that they will be capable to right their mistakes. While it is not good to have consumer complaints it ruins the brand reputation of the organization. Individual before going to the hotel think 10 times, in case there are complaints the hotel sector has to pay attention and provide a relevant reply to their complaints. They must be instant. Hilton group has to control its status by decreasing the complaints. 
As per the complaints, the hotel loses its honesty with the consumers. In that for a consumer is, to be honest, that they have to reduce their complaints. At the time when consumer files a complaint the managers have to be very alert regarding discussing it with the employees. They must encourage them to do better. A manager must recognize why the staff members created a mistake and such a mistake, which the consumer had to a complaint regarding it. Beverages and food have to be of high quality. If any mistakes in these things then consumers can sue the organization. The problem is regarding dealing with the negative and positive context of complaints on the staff members. It is much to know to a manager and if the issue of de-motivation increases among staff members and loses their self-worth and keep repeating their mistakes again and again. Sometimes they even leave their profession. This could cost a fortune to the organization if in case their whole staff members keep leaving the job. 
The leader has to be polite and not so aggressive, must train the workforces again, and begin to provide awards to the staff members who perform well. In Hilton's reading this process has been followed as per the interview of a workforce it was stated that Hilton has always been better to their staff members. It is having believed and has always realized their necessity. Hiring and coaching is not simple work (Zuo, et al., 2017). So, old workforces already know the status and welfare of the enterprise Hilton does not would like to lose their staff members. So, to conclude the leader must keep things peaceful and be handle and create the performance of the workforce well under their instructions. 
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