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[bookmark: _Toc77698468]Introduction
   The key subject of attention for this report revolves around the concept of workplace culture and the impact it has on the overall efficiencies of the organisation. This report would begin with a detailed business environment analysis of the business using the PESTEL analysis tool to identify the key drivers of change and the overall attractiveness of their business environment. The report would then proceed to use the cultural web and the relevant questions to develop a detailed theoretical overview of the business from a cultural point of view. The report would conclude with a brief discussion on the concept of ethical dilemmas and would present justified actions addressing two of the ethical dilemmas present in the selected organisation.
[bookmark: _Toc77698469]Company Overview
   Hilton Hotels is a UK based hospitality business which has worldwide presence and is one of the UK’s most renowned and successful hotel chains. Their UK head office is in Watford, United Kingdom. Being a true global business, they have a massive workforce consisting of over 1,73,000 employees worldwide, further the current net worth of Hilton Hotels amounts to over £24.5 billion (macrotrends.net, 2021). Because of their global presence, the nature of the hospitality industry where workplace culture among the employees can be of great use for studying the subject of workplace culture in this report.
[bookmark: _Toc77698470]Task 1 - Individual Project 
[bookmark: _Toc77698471]PESTEL Analysis
The PESTEL analysis highlighting the business environment of Hilton Hotels has been discussed below:
	Elements
	Factors
	Discussion

	Political Factors
	1. Political Stability
2. Brexit
	1. The political stability of the UK has been a great ground for doing profitable business for Hilton Hotels. The lack of political disturbance has been a great element of expanding their presence in the UK region (Strachan, 2018).
2. Brexit had a negative impact on their business as it essentially reduced the number of visitors coming from the EU nations conveniently and thus cut their revenues generated in the UK region into half (Farazad, 2020).

	Economic Factors
	1. GDP Growth Rate
2. Average Disposable Income
	1. The GDP of the UK has been growing at a stable rate over the last decade and was able to successfully recover by growing at the rate of 16.9% after the Covid-19 induced decline of over 19% in the year 2020 (Tradingeconomics, 2021). This strong economy of the UK has been a facilitating factor for the sustainability of their business.
2. The average disposable in the UK has been growing at a stable rate as well which essentially opens more room for new consumers being able to afford the hospitality and leisure services offered by Hilton Hotels. According to the data presented by ONS (2021), the average disposable income of individuals in the UK in 2020 was £29,900 which was just £25,400 in 2015.

	Social Factors
	1. Social trend of leisure spending
	1. Because of the gradually increasing average disposable income of households in the UK, the social trend of leisure spending has also been gradually increasing along with the overall stable economy of the UK (Statista, 2021). This social trend has been having a positive impact on the business of Hilton Hotels as more and more consumers are becoming financially potent to enjoy their offered services.

	Technological Factors
	1. Digital Payments
2. Social Media Presence
	1. One of the key technological factors affecting their business is the rise of digital payments among their consumers. They would have to adopt this new technology of payments and make required changes into their organisation in order to remain competitive and address the needs of their customers.
2. The other technological factor which can influence the business of Hilton Hotels, especially when it comes to marketing is the rising use of these social platforms for business marketing. The use of these technology driven marketing would further expand the reach and popularity of their offered services.

	Environmental Factors
	1. Pollution
2. Covid-19
	1. The key environmental factor which their business needs to acknowledge and take necessary actions towards is the rising global pollution (Chalvatzis, 2021). The failure to do so can have a negative impact on the brand reputation and how their customers think of the business.
2. The onset of the Covid-19 pandemic had a significantly negative impact on the business of Hilton Hotels, their source of income was massively cut off because of the pandemic lockdowns and the fear of getting infected among the consumers even after the lockdown was lifted across the UK (Wood, 2021).

	Legal Factors
	1. Employee and Customer Laws
	1. The key legal factors which would affect their business included the basic employment and consumer laws of the UK and the other countries in which they have their presence. Some of the common laws include, Employment Rights Act 1996 covering issues such as fair wages, employment contract, recruiting and redundancy policies, leaves etc.


Table 1. PESTEL Analysis for the Business of Hilton Hotels
Source: (Created by Learner)
[bookmark: _Toc77698472]Identification of the Key Drivers of Change
   It would be beneficial to identify the key drivers of change in the business environment of Hilton Hotels under the light of the above presented PESTEL analysis. From a political point of view the key driver of change was the political stability of the UK allowing their business to express and expand their business openly without any political disturbances or complications, further this also implies the fact the hospitality industry and business-like Hilton would get support from the government for running their hospitality business and bolstering the tourism industry of the UK (Testolin et al., 2021).
From an economic point of view, it was found that the growing GDP and average disposable incomes of the individuals in the UK was also a major driver of change opening more headroom and opportunities for the business offerings offered by Hilton Hotel. This social trend further also bolstered the social trend of leisure spending in the UK. However, the key negative drivers of change were the impacts of the covid-19 pandemic and environmental restrictions.
[bookmark: _Toc77698473]Overall Attractiveness of the Business Environment
   Based on the above identification and analysis of the business environment using the PESTEL analysis it can be stated that the business environment was quite attractive and facilitative for the business of Hilton Hotels. The political environment was stable and supportive, the economic aspect of the UK also happens to be quite strong and growing in the long term. From a social perspective, the consumers here are financially strong and can afford the leisure services offered by Hilton Hotels.
[bookmark: _Toc77698474]Cultural Web of the Organisation
   In order to better understand the workplace culture of any organisation like the Hilton Hotels, it would be beneficial to make use of the Cultural Web framework. According to the opinions of Morris (2020), the Cultural Web is a method for mapping an organization's culture and a way of viewing and understanding the various variables which indeed affects the organisational culture. It may be used to describe present culture as well as forthcoming culture, depending on the question, "What does the culture ought to resemble in order for this transformation to happen?" The two maps may then be compared to spark conversation and show what, where, and how change can be achieved.
The culture of Hilton Hotels can indeed be calculated using the questions in accordance with the Cultural Web model. The findings of these questions have been attached in the appendix of this report, however the analysis of the findings highlighting the overall culture of this Hotel has been presented below:
Stories
Question 1. What do you think are the stories portrayed around by the people about Hilton Hotel?
   Analysis - The findings of this question revealed the fact that most of the stories related to the brand of Hilton Hotel revolve around the fact that Hilton Hotel offers one of the most contemporary and authentic hospitality experiences to their customers over a long history.  Thus, the key cultural terms in this context are contemporary and authentic. 
Question 2. What are the facts which the employees of Hilton talk about the past Hilton Hotels as an Organisation?
   Analysis - From a historical point of view the key point of discussion is how old a brand of business Hilton Hotel has been. The employees talk and take pride in the historical presence, dominance and expertise of Hilton Hotels in the hospitality industry for the time it’s been in this industry.
Rituals and Routines 
Question 3. What do the customers of Hilton Hotel expect when they walk into one of their hotels or offices?
   Analysis - When the customers of Hilton Hotel walk into any of their hotels the first thing, they expect is the presence of luxurious ambience, authenticity and contemporary design of their hotels offering a completely luxurious and classy hospitality experience. They also expect significantly high levels of hospitality services from their staff as well. 
Question 4. What do the employees of Hilton Hotel expect when they walk into one of their hotels or offices?
   Analysis - The employees of Hilton Hotels expect a considerable amount of acknowledgement and respect, as they are ones responsible for maintaining the hospitality experience of the brand across their hotels over time, as they are ones interacting with the customers and not the business owners or leaders.
Symbols
Question 5. What form of symbolism or image is attached with the business of Hilton Hotels?
   Analysis - Based on the overall branding and symbols used across the Hilton Hotel brand it can be observed and stated the symbolism of contemporary art, history, authenticity, and boldness is attached with their business.
Question 6. Is there prevalence of using organisation specific symbols highlighting the status of the customers/employees?
   Analysis - Yes it has been found that indeed there is a prevalence of using organisation specific symbols highlighting the status of their customers.  For instance, the Hilton Honors is a symbol status which distinguishes their ordinary consumers from their special and loyal customers. These customers enjoy additional benefits and discounts while using the hospitality and leisure services offered by Hilton Hotels.

Organisational Structure
Question 7.  What is the organisational structure of Hilton Hotels?
   Analysis - It can be observed that being an international business they have various divisions across the world; thus, they have a division organisational structure at Hilton Hotels. This culture ensures the cultural integrity of various divisions of the business and keeps the international business operations smooth.
Control Systems
Question 8. Do the employees working for Hilton Hotels get rewarded for their good work or penalised for being inefficient?
   Analysis - It has been observed that indeed the employees working for the Hilton Hotels have rewards for giving their best and performing exceptionally well in providing hospitality services to their customers. However, there are no such penalties or punishments for the employees who were not able to give their best despite trying their best. From an employee’s performance management and development point of view, it can be stated the overall culture of Hilton Hotels is quite supportive in nature by supporting the weak performing employees to improve and motivating the top performing employees by rewarding them in a fair and just manner.
Power Structures
Question 9 - Who has real power at Hilton Hotels?
   Analysis - It can be observed in the attached findings of the questionnaire that the true decision-making powers resided in the individuals appointed at the executive boards of Hilton Hotel which is led by their CEO Christopher Nasetta.
Question 10 - Is the power getting used efficiently or inefficiently?
   Analysis - It has been further observed that the board and the CEO have been using the decision-making powers disposable at their hands quite efficiently and is one of the reasons for the long-term success of their business across the world.
[bookmark: _138mwbewl5no][bookmark: _Toc77698475]

Explanation of the Term Ethical Dilemma
   One of the other areas which needs to be explained while discussing workplace culture is the concept of ethical dilemma. According to the opinions of Ngozwana (2018), an ethical dilemma can be simply described as the problem or a form of difficulty which arises when a decision must be made between two possibilities with respect to an ethical scenario in which none of the available options can be considered as ethical. Further from a business point of view, ethical issues happen to be very common and are quite an inseparable element of the corporate professional life. As opined by Goh and Jie (2019), some businesses and professions for instance the CFA have put into place their own code of ethics to guide the behaviour of their employees. For individual employees who fail to abide by the ethical standards set by the organisation, disciplinary actions might be taken against them. It has been further observed that ethics and ethical dilemmas are a phenomenon which is related to almost every aspect and element of the business world such as relationships with colleagues, managers, leaders, business partners and even clients; any of these can become a potent source of ethical quandaries.
[bookmark: _Toc77698476]Two Ethical Dilemmas Which Needs to be Resolved
Two of the most common dilemmas which has been observed in the organisational workplace of Hilton Hotels are as follows:
· Dishonest Cleaning Practices - Hospitality customers in general expect to remain in a clean room when they visit at a hotel. Some of the Hilton hotels have inclined towards practicing unethical cleaning methods. Rather than washing the sheets, the hospitality staff simply tuck them down in between visitors if they appear clean. Microbes might be present on mattresses. The staff must make the decision of either offering quick cleaning services to the customers or not cleaning them at all and thus they are faced with this ethical dilemma of partially cleaning the rooms.
· Hotel Espionage - Hotel espionage is an ethical concern that is quite uncommon however present in this might not hear about very often. It's typically about becoming competitive once more through unethical means. Some of the competitors of Hilton Hotels may recruit former staff from their management. The manager may give private information to assist their new company thrive because they know a lot of the ins and outs. Several hotels even recruit people to work at adversaries for the sole purpose of gathering information and dropping clues to visitors about how fantastic a competitor hotel is.
[bookmark: _Toc77698477]Choices of Action and Justification
   It would be advantageous and efficient if a theoretical approach gets adopted while dealing and attempting to solve ethical dilemmas as the one listed and discussed above. The key choices of actions and their justification are as follows:
· Refute the Paradox (Dilemma): According to the opinions of Jerolmack and Murphy (2019), when faced with an ethical dilemma it becomes crucial for individuals and businesses to refute it followed by a careful analysis of the dilemma and the available options. The analysis would allow the individuals to come up with ethical solutions which might be tough to express and implement. For instance, in the dilemma of not cleaning the rooms and cleaning them incompletely for the sake of it, the staff could have requested the customers to offer some extra time to offer them clean rooms instead of offering the unclean ones.
· Value Theory Approach - The other choice of action which can be considered as an alternative to refuting the dilemma involves the approach of analysing the available options and selecting the option which would be the least unethical in nature. This course of action would be feasible when no other contingency action can be found to avoid unethical options and ensures the option which is the least unethical is selected (Hanapi, 2019).
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[bookmark: _Toc77698478]Conclusion
   After conducting an extensive amount of research and analysis about workplace culture from a wider perspective using the case study approach and analysing the business environment and culture of Hilton Hotels. It was found that the business environment indeed has an impact on the changes which are introduced into the organisation based on the findings of the macro-environmental analysis. These changes in turn have an impact on the overall workplace culture of the organisation and thus affect the overall organisational efficiency depending on the reaction from the employees to change in accordance with their workforce culture. It was further found in this report that the concept of ethical dilemmas can also play a crucial role in affecting the overall workplace culture of organisations.
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Appendix
Cultural Web Questionnaire
	Questions
	Transcript

	Question 1. What do you think are the stories portrayed around by the people about Hilton Hotel?
	Hilton Hotels offers a very authentic and contemporary hospitality experience.

	Question 2. What are the facts which the employees of Hilton talk about the past Hilton Hotels as an Organisation?
	Hilton Hotels is one of the oldest and most successful Hotel chains in the world.

	Question 3. What do the customers of Hilton Hotel expect when they walk into one of their hotels or offices?
	A sense of authentic and contemporary luxury across the board.

	Question 4. What do the employees of Hilton Hotel expect when they walk into one of their hotels or offices?
	The individuals responsible for making the customers feel luxurious and comfortable.

	Question 5. What form of symbolism or image is attached with the business of Hilton Hotels?
	The brand of Hilton symbolises contemporary art and historical presence in the bold shades of blue.

	Question 6. Is there prevalence of using organisation specific symbols highlighting the status of the customers/employees?
	Yes, there is a prevalence of using status symbols in this organisation

	Question 7.  What is the organisational structure of Hilton Hotels? 
	Hilton Hotels uses a divisional organisational structure.

	Question 8. Do the employees working for Hilton Hotels get rewarded for their good work or penalised for being inefficient?
	Yes, the employees working for Hilton Hotels get rewarded for performing well but no penalties for poor performance.

	Question 9 - Who has real power at Hilton Hotels ?
	The CEO of Christopher Nasetta and the executive board has most of the powers of decision making. 

	Question 10 - Is the power getting used efficiently or inefficiently?
	The power is getting used efficiently in this organisation
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