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Executive Summary

The primary aim of this assignment is to develop a consultancy report for the client organisation Hilton focusing on their front of the house department or the front office department. The entire report has focused on executing an extended analysis to recognise the identifiable issues affecting the growth and development as well as the general functionality of Hilton. Based on the issues the report constructed certain solutions and recommendations that will help the organisation to grow further. As a management consultancy team, then consideration should be pinned at development of the venture and betterment of the same by helping it to identify the issue existing therein. Hilton is a multinational hotel chain organisation and it generally engages itself in the management of the hotel and licensing for its brand and it also operates its hotels in different regions around the world which help the venture to establish a positive and renowned reputation in the hospitality industry. As a part of the growth strategy of Hilton, it chooses to focus on continuous growth by recognising its issues at the very early stages of the same in order to mitigate them and improve the areas associated with the issues therein. In this report, a consultation is to be delivered upon the management and other issues existing within the front of the house department of Hilton. In that regard, SWOT and PESTEL tools are to be taken into consideration for evaluating the internal and external environment of the given department of the client hotel.
The management system of Hilton is governed by Christopher J. Nassetta. Mr. Nassetta is the present president and CEO for Hilton. He joined Hilton in the year 2007. The officials assigned at the job at the front desk of Hilton follow more contact with the customers or the guests than the other staff in other departments. There are different functions executed at the front of the house that include making reservations, accounting, registration, concierge, telephone, guest relations, budgeting, credit control, statistics, crisis management and yield management. It has been identified that there are certain issues existing in relation to the management of operations at this department that concerns the smooth function of Hilton. It primarily engages the issue regarding staffing and recruitment. In this case, the issue regarding lack of capability and diligence of the employees have been taken into consideration as the issue of operations management. Whereby, as a solution, effective recruitment, and training to be conducted. On the other hand, as another issue regarding Hilton, the financial management concern at the front office can be taken into consideration. The data that are followed in the case of financial operations involve profit and loss statement, cash flow forecast, balance sheet, quarterly operating statement, monthly highlight report, export GL information, capital expenditures, STAR report and group progress report. In this regard, Hilton may utilise automated expenses reports as well as PO processing tools for the betterment and improvement of this issue. In the case of property management, as analysed from the administration system of Hilton, it has been observed that there are many factors contributing to the successful execution of management of Hilton's operations. Despite the availability of many different tools, Hilton utilises OnQ for its property management that has an impact upon the management of the front office of the given hotel.
To be specific about this scenario, there are certain front office specific issues that have been addressed by the report. These included recruitment and staffing, data security and technological development. Depending upon the importance of many operations at the front office, it is vital for the hotel to ensure delivering the job responsibilities to skilled and capable employees. Hence, in this case, Hilton needs to focus on the recruitment of skilled employees. On the other hand, to mitigate the issues associated with data security, an enhancement of technological development there increases the risk associated with data leaks as well as virus attacks alongside hacking. From the analysis of many research studies, it can be suggested that the hotel industry needs to attach significant importance to the recruitment procedure involving and identification of sufficient and effective technologies and strategies.
Hilton will be required to identify appropriate strategies that can help it to me to get the given issues. In this case Hilton can make investment in the case of staffing and recruitment which will help to employ diligent leaders who will take forward a smooth operation. the organisation will be required to invest enough money in the case of employing diligent as well as skilled employees at every department of the hotel, specifically focusing on the front of the desk officials. On the other hand, installing software and technologies that will help the organisation to protect financial as well as private data from the reach of the hackers as well as viruses. Installing updated technologies will help the organisation into matters like ensuring protection of personal data on behalf of the customers and the hotel itself. On the other hand, it will ensure delivering better and comfortable services for customers. As a concluding remark to the report, it was established that on successful accomplishment of the recommendation and following the action plan the organization will be able to confront a note about growth and enhancement in the case of customer satisfaction in near future. Hence, the action plan and the recommendations are to be specifically followed.
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[bookmark: _Toc63855840]Introduction
The aim of this assignment is to develop a consultancy report on behalf of the consultancy company named Gillomore Management & Consultancy, for the UK opening of Hilton. Gillomore Management & Consultancy is situated at Walcot, UK and has been successfully running as a management and consultancy firm. Given the reputation and success rate of the firm, Hilton UK can avail effective and timely services from the firm. The report will focus explicitly on the front house department of the given hotel depending upon the concern of the client to recognize the issues associated with the given department. It has been identified that the client Hotel is an international brand offering full-service hotels as well as resorts. With the reputation of the client organization it looks forward to serving the customers with based services and based hosting experience. Given the importance to the role of front of house department of the given hotel or any hospitality sector the organization has initiated to develop a management report to recognize the existing issues and areas to be developed. In that regard, Gillomore Management & Consultancy will be looking forward to executing a well-researched analysis upon the operations of the front of the house department of Hilton by utilizing different rules. To verify the depth of this analysis the report will be utilizing two different rules respectively SWOT and PESTEL that will respectively focus on the internal and external function analysis of Hilton. On accumulation of the data gathered from the execution of these analyzing tools and evaluating the data collected, the report will be able to identify the most recognizable issues existing within the given department of the hotel that is affecting its smooth operation. On the other hand, it will also help to develop recommendations about the improvement of the operations of the given department within the hotel.
[bookmark: _Toc63855841]Scope and analysis
[bookmark: _Toc63855842]Description of the hotel and the department
Hilton can be addressed to be a hospitality organization that operates by owning, leasing, managing, developing, and franchising hotels as well as resorts around the globe. The company generally engages itself in the management of the hotel and licensing with regard to its brand and it also operates its hotels in different regions around the world which helps the venture to establish a positive and renowned reputation in the hospitality industry (Rutherford, 2021). There are different contributions of the business strategy implemented by Hilton associated with its reputation in the hospitality industry and customer engagement. As a part of this growth strategy or business strategy, the company chooses to focus on continuous growth by recognizing its issues at the very early stages of the same in order to mitigate them and improve the areas associated with the issues therein (Noonan and Rankin, 2017). In this report, the focus will be pinned on the front of the house department of the given client hotel. The front of the house department can be identified to be the department that is faced by the guest at the very first confrontation at their arrival (Hotel Tech Report, 2021). This department works directly with the arriving guest alongside handling the basic operational tasks including check-in and check-out (Shapoval, 2019). Given the vital role of this department in the operations of a hotel it becomes important for the hotel to identify any identifiable issues existing therein.
[bookmark: _Toc63855843]PESTEL
	Political
	· Political stability as well as importance associated with the hospitality sector in the economic development of every country (island packet, 2021).
· Risk associated with the military invasion.
· Increasing rate of corruption in many countries specifically associated with the level of regulation about the services sectors.
· Level of protection proposed by the country about intellectual property.

	Economic
	· Form of economic system available in a country.
· The intervention of the government in the free market as well as related services.
· Any changes made in the exchange rates as well as stability about the host country's currency.
· Change in the labour costs, as well as productivity, is associated with the country's economy.

	Social
	· Change in the demographic structure as well as the level of scale of the population of a given country.
· Power structure present in the society.
· Change in culture affecting the taste and demand of customers coming to the hotel.
· Standard and level of education of the people in each society who are the potential customers of Hilton.

	Technological
	· Recent development of technology and adoption of the same by the competitors of Hilton.
· Impact of technology on the product offering by the hotel.
· Increasing rate of technological diffusion.
· Demand for digitalisation for the customers in the case of booking and other related services.

	Environmental
	· Precautions to be taken by the hotel as a measure of COVID-19 outbreak.
· Sustainable development and focus on the same as a part of CSR of Hilton.
· Implementation of waste management as a part of sustainable practices.
· Support and strategies to be implemented for renewable energy.

	Legal
	· Change in antitrust law associated with the lodging industry.
· Analysing and implementing measurements depending on the discrimination law available in the country.
· Regulations associated with employment law.
· New regulations implemented by different countries during the post-lockdown period.



Identifiable changes associated with the macro-environment can affect the function and growth of Hilton. In this regard, the hotel must be focusing on recognising the factors affecting its environment in the broader aspect (Damnjanović, Lončarić and Dlačić, 2020). It has been identified that political factors play a significant role about the determination of element impacting upon the long-term profitability of Hilton in a certain country or a given market. In the triggered different points have been identified furnishing the political environment of a given country affecting the growth and operation of Hilton (Varakas, 2017). On the other hand, evaluating the broader aspects of the macro environment of the hotel, it has been identified that inflation rate and interest rate which are identifiable and mentionable players of the economic environment are to be taken into consideration. Impact of these factors on the functions of Hilton is mentionable as it affects its profit rate. In the case of social factors impacting upon the functions of Hilton it has been recognised that the potential customer base is the primary element to be taken into consideration (Politics, 2021). As the consultancy report is being developed focusing upon the functions of the front office it becomes vital to identify the role of social factors as the front are faced conference the consumers of a given society (KHAN, HAKEEM and NAUMOV,2018). Evaluating the role of technological factors and impact of the same on the growth of Hilton it can be said that digitalisation is the most mentionable element in this case (Pensions & Investments, 2021). With the development of different technologies being implemented by the competitors in the hospitality sector Hilton is required to focus on the same area of concern. However, from the recent report it has been identified that Hilton has been focusing to develop its technology base as a part of the customer service enhancement (Inc.com, 2021). As the precautions being taken by different hospitality companies around the globe during the post COVID-19 era, Hilton is being expected to develop its operations to provide sufficiently safe services for the guests based on the regulatory changes.
[bookmark: _Toc63855844]SWOT
	Strengths
	Weaknesses

	· Brand acknowledgement can be identified to be one of the top strength factors of Hilton (Reyes, 2021).
· Effective administration or management procedure is another strange factor.
· Customer relationship is an element that contributes effectively to the growth of Hilton.
· The organisation has been focusing upon increasing the market size by capturing Asian continent and it is inviting a larger base of customers.
	· The network system of Hilton is not sufficiently developed, and it is affecting the communication and growth of the given organisation.
· Hilton is highly dependent on the proprietors and it can be a notable weakness of the organization (Resource, 2021).

	Opportunities
	Threats

	· With an appropriate implementation of relationship management, the organisation can capture a larger base of customers.
· Initiation of the procurement about the neighbourhood inns can help the organisation to grow.
· Implementation of Customer Management strategies can help the officials at the front desk to communicate more effectively.
	· Exceptional enhancement in the case of rivalry within the hospitality sector has posed numerous threats for Hilton.
· Due to the outbreak of COVID-19 initiation of worldwide lockdown in 2020 because of the same has affected the business growth of all the hotels.



On the completion of this particular analysis, it has been identified that there are multiple strength factors as well as opportunity is contributing to the growth of Hilton while at the same time threats and weakness elements affecting its profit rate (Tien, 2019). Depending upon the brand acknowledgement or the popularity of Hilton as a group of hotels it becomes easier for the organization to attract consumers and run the business successfully (Rao, 2018). On the other hand, with the implementation of effective administration and management procedures followed by Hilton has been contributing to the growth of the given organization (TAMERAT, 2016). However, it is also to be identified that with the issues being confronted in the case of front desk operation the effectiveness of the management procedure for the administration system is under question. If this issue associated with the management and administration system is not mitigated and taken care of, the organization might not be able to capture the opportunities as identified in the above picture (Net, 2021). In this regard this particular concern is to be aligned and analyses in relation to the point of view towards the threats and weaknesses witnessed therein. Hence, the analysis suggests that Hilton should focus on recognizing the roots of the issues associated with the management and operations system of Hilton affecting its front desk operations.
[bookmark: _Toc63855845]Discussion
[bookmark: _Toc63855846]Description of the selected department of the hotel
The front office of a hotel can be addressed as the most visible and confronted department situated in a hotel. At this department, the guests make their reservations and at arrival the guests go through the formalities associated with check-in (Czyzewska, 2016). Therefore, it can be said that the front office plays a primary role with regard to the accomplishment of guest needs. The personnel and officials assigned with the job at the front desk or front office of Hilton generally have more contact with the customers or the guests than the other staff in other departments (Miteva and Ackovska, 2017). As a result of the same it becomes crucial for the hotel to take proper care of the administration over this department in order to ensure effective and appropriate services to the customers. The functions associated with the front desk of Hilton involve reservations, accounting, registration, concierge, telephone, guest relations, budgeting, credit control, statistics, crisis management and yield management (Hilton academic, 2021). In this case, analyzing the existing operations of the front office of Hilton and recognizing the issues will involve analysis of all the above-mentioned areas of function.
[bookmark: _Toc63855847]Critical evaluation of the hotel operations
Management in Hilton: The management system in Hilton is led by Christopher J. Nassetta, who is the present president as well as CEO for Hilton. Mr. Nassetta joined Hilton in the year 2007. Initially, he was declared to be the president alongside CEO and playing the role of the same at the Host Hotels & Resorts, Inc., where he held the position since 2000. In this regard, it is identifiable that given the experience of the leader, Hilton could ensure accomplishing the ultimate successful management deliverables (wizbii, 2021). He joined his previous organisation, the Host Hotels in 1995 and as a matter of practice, he gained recognisable experience about the management and leadership skills. However, depending upon the present analysis focusing upon the management and administration of the front house of the hotel it is questionable whether Mr. Nassetta is following effective and successful measurements for analysing and executing the appropriate roles and responsibilities of the officials of that department. By noticing the present design of Hilton, it can be observed that the construction of this association is enormous and essentially handled by their top managerial staff and when they take any choice, they pass it to the head supervisor (Hosco.com. 2021).  As analysed from the management system of Hilton there are different factors contributing to the successful run of the hotel. The factors include experienced and skilled regional leadership team, collaboration, utilisation of effective management tools, transparency and fast responses of the customer needs (Hotel News ME, 2021). Hilton has been identified to be successful till date depending upon the culture associated with its extraordinary workplace. In 2020, Hilton has earned the highest honour associated with “Prestigious 2020 Fortune best companies to work for in the United States” for the second time consecutively (Managementservices.hilton.com, 2021). As a result of its successful and effective management Hilton has been identified to be the first as well as only hospitality organisation in the history of the hospitality industry to achieve the first ranking for two years in a row.
Financial operations: Being one of the largest hotel management organisations around the globe Hilton has the power of purchasing to save the time as well as money of the customers. As a part of the financial operations, Hilton focuses upon custom reporting associated with both properties as well as regional levels in order to address the specific needs of the property and drive performance as well as providing consistent services with regard to the profit strategies. Implementation of an effective purchasing power with the help of national as well as local contracts specifically focusing upon food and beverage products along with the involvement of positive pricing with regard to the areas including insurance and group health is a mentionable part of its financial operations. On the other hand, utilisation of automated expenses reports as well as PO processing tools can be identified to be another vital part of its financial operations (Net, 2021). However, despite the successful utilisation of these tools in relation to the financial activities of Hilton, it has been identified that there is a lack of successful outcomes in the front office of the hotel while evaluating the same in the context of accounting and financial management. Due to the lack of safe and protected tools that can help in accumulating financial data for the hotel at the front desk while making reservations it becomes a lengthy as well as the unprotected practice of financial activity for the hotel. In this regard, this issue can be identified to be a mentionable one while recognising any loopholes existing in the financial operations of Hilton (world, 2021). Though, it is also to be mentioned that by paying extended attention to the details associated with this operation, Hilton ensures to make every detail analysed and count with detail of the nation. The data that are followed in the case of financial operations of the hotel involve profit and loss statement, cash flow forecast, balance sheet, quarterly operating statement, monthly highlight report, export GL information, capital expenditures, STAR report and group progress report (Bhamornsathit and Katawandee, 2016). Hence, these are to be considered while conducting financial management.
Property management: As analysed from the management and administration system of Hilton it has been concluded that there are many factors contributing to the successful execution of management of Hilton's operations. It is a recognisable fact that Hotel employees play a significant role in the case of ensuring an enjoyable stay for guests. They are assigned with duties to meet the needs of the clients and take care of their issues at the time of stay. However, an effective PMS or Project Management System can help in the case of making the job of an operational team far better (Prospects.ac.uk, 2021). Despite the availability of many different management software’s, most hotels generally utilise Opera. Opera can be identified to be the most utilised project management software depending upon a high and effective functionality as well as customisation. However, from the operations of Hilton, it has been identified that the hotel has its own system of project management named on (reception academy, 2021). It is another well-known project management system that is a specific system for Hilton, and it is unavailable to any other hotel chains. From the evaluation of this matter, it has been identified that there is a positive remark for Hilton depending upon its unique project management software which is unavailable to any other hospitality company. Therefore, it is significant that with the implementation of this software Hilton has been successfully operating its financial functions by considering the benefit and imitability of this particular software.
[bookmark: _Toc63855848]Issues identified and operations to be improved
Analyzing the operations of the front of the office department of Hilton, several issues have been identified that are affecting the smooth growth of the hotel. The issues are as follows:
Staffing and recruitment: There are numerous studies and reports that have initiated evidence upon the issue of staffing existing within the hotel organisation. It is a considerable fact that dealing with customers old or new is the prime concern for the employees assigned with the job at the front desk or front office (Ekhsan, 2020). In that regard, it becomes vital for the organisation to ensure the recruitment of skilled and experienced employees at the front office to create a healthy first impression in front of the guests. On the other hand, there are many other functions that are dealt with at the front office including financial analysis as well as data accumulation from the customers. Depending upon the importance of these operations, it is vital for the hotel to ensure delivering the job responsibilities to skilled and capable employees (Mistry, 2021). However, due to a lack of attention to this area of consideration, Hilton has been facing issues associated with customer management at the front office. Hence, it is observable that Hilton will be required to initiate a smart recruitment procedure with much more attention to the skills and eligibility as well as experience of the applicants in order to mitigate this particular issue and execute a smooth operation in this regard. In this regard, orientation and training can be identified to be an effective procedure to ensure the enhancement of skills of the employees working at the front office. This will help the new employees to familiarise themselves with the organisation and its culture alongside increasing their knowledge, skills as well as eligibility for performing the requirements of their job description.
Data security: Front office can be identified to be at the place where the customers share their sensitive data including their name, address, and personal phone numbers as well as other contact details before checking in. In this case, the question regarding security increases against the hotel department of the front office in order to save this data securely (Hop Software, 2021). With the enhancement of technological development there increases the risk associated with data leaks as well as virus attacks alongside hacking. In this regard, the very first step that is to be taken by Hilton will be focused upon securing data with the implementation of proper data storage (Dinh, 2018). It will be accompanied by the implementation of proper software on the acknowledgement of an eligible and skilled technology consultant.
Technology: Technology is one of the things that is growing at the fastest rate. As a result of the same, customers have been expecting the hotels to serve them with developed technology that will make their experience from booking to stay more thorough (Mistry, 2021). On the other hand, given the conclusion to the analysis as executed before with regard to the data protection importance, it has become crucial for the venture to take proper care of the data protection frameworks at the front of the house department of the hotel. Hence, to become technologically advanced, Hilton should be focusing upon developing its situation about customer experience and data protection.
[bookmark: _Toc63855849]Findings & Results
A consultancy report can be defined to be a report that aims at researching and analyzing the available data of a client to recommend them for their further development by identifying the existing issues affecting their operations and functions. On the completion of this analysis different findings have been concluded that can help to develop an action plan for the client organization and construct recommendations for future implementations. The findings and results can be the view from the table below:
	Areas of concern
	Potential impact
	Recommended solution

	Recruitment
	From the analysis of the primary issues existing within the governance of Hilton's operation, it has been identified that the staffing and recruitment procedure followed by the given organization is insufficient for executing a proper functional methodology. The impact of insufficient recruitment and staffing can be visible in many areas mentioning customer services and proper management of the front office.
	Recommended solution, the report has identified primary steps to be followed by Hilton in the procedure of recruitment and staffing. The organisation will be required to put sufficient focus upon issuing the knowledge, skills and eligibility criteria for the potential applicants. On the other hand, training campaigns can help the organisation to train the existing employees and enhance their skills.

	Operational management
	As a result of the lack of effectiveness of the operational management, Hilton not only faces issues in the case of front office management but at the same time the entire hotel management body faces its effects (Siminica, Motoi and Dumitru, 2017). In this regard, the potential impact may be identified to be insufficient customer services, customer satisfaction, and employee turnover.
	The recommended solution for mitigating this particular concern can be made upon implementing a sufficiently effective management strategy followed by the alignment of the same with the mission and vision of Hilton.

	Data protection services
	Data protection services are generally controlled by the front of the house of any hotel (Batkovskiy et al., 2016). In this regard, the organization will be impacted by data security due to a lack of concern put towards the protection of data shared by customers.
	In this regard, the organization should be focusing upon implementing Technologies that will ensure sufficient protection of data from any kind of virus effect of hacking and misuse of the data being handled by Hilton.

	Financial management
	As the reservations are made at the front of the house of the hotel, it becomes a significant part of the department to maintain financial and related services (Net, 2021). As a result of the lack of strategies implemented to maintain this service, the organization will face issues that can involve manhandling as well as the loss of financial data.
	The recommended solution to this issue, it has been identified that with the successful implementation of technology or software for data protection, the hotel can use the same for its financial management.

	Technological development
	Running late in relation to implementing updated technology and being digitally developed can impact the organization in the case of customer satisfaction as well as better management of the hotel body.
	As a recommendation to the same, the organisation can avail updated technology in required areas as suggested by some diligent and eligible consultants.



Many researchers have suggested the hotel industry attach significant importance to the recruitment procedure involving proper employees and skilled as well as diligent participants as the recruitment has been addressed to be the form of economic development for an organization (Revfine.com, 2021). Investing in human resource practices can significantly impact the procedure associated with the creation of customer value increasing as well as retention of high quality as well as eligible employees (Jstor.org, 2021). Nonetheless, in the present scenario for the client, it has been recognized that there is not sufficient interest other important has put forward to develop the recruitment procedure in the hotel which is significantly affecting the functions of the front of the house for Hilton. On the other hand, training the existing employees becomes another important consideration depending upon the necessity of every department (Aloqab, Alobaid and Raweh, 2018). In the present scenario, as suggested by many reports and studies, the organization can follow various approaches to abstract as well as locate external candidates and involve more capable and eligible employees while at the same time developing the diligence of the present ones (Yang et al., 2017). Evaluating the significance of another concern regarding operations management, the given management can be identified to be the procedure that participates in the case of planning as well as controlling alongside supervising the manufacturing and production procedures (SiteMinder, 2021). As a result of the same, the organization must be putting the focus on the development of this area to ensure customer satisfaction. However, as suggested by the analysis conducted with regard to the operation management scenario of Hilton it has been facing issues significantly at the front of the housing department due to lack of eligibility of the employees and improper management conducted and followed by them. Protection of personal data as shared by customers at the hotel or any other organization becomes one of the primary concerns for individuals during the recent time (Hospitality Technology, 2021). Studies suggest that the hotels have been putting extended concern to the development of software that can ensure better protection of data shared by customers in order to make them feel comfortable while sharing the same for the benefit of booking management systems (Emeraldinsight.com, 2021). Though, while evaluating the data protection system of Hilton it was observed that due to the lack of presence of technologies for protecting data, the organization has failed to conduct the given management. In this regard, improvement recommendations have been constructed which are applicable for all these concerns including data protection as well as technological development and financial data management.
[bookmark: _Toc63855850]Action Plan
	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion date
	Planned budget

	1
	Recruitment and staffing
	As a solution to the issues associated with recruitment and staffing the organization can initiate an effective recruitment procedure with the specification of scales and desirable eligibility criteria. On the other hand, it needs to ensure the execution of a sufficiently effective training procedure.
	As a result of the implementation of the identified solution, the organization can expect significant growth in customer service and customer satisfaction. This can be achieved with the help of the availability of skills and sufficient knowledge of the employees.
	2 months
	1/4/2021
	£15,000

	2
	Operation management and financial management
	As a solution to the issues associated with the operation management as well as financial management existing within the department of the front of the house at Hilton Strategies for effective operational management are to be executed. It will also need to develop sufficient technology that will help in the case of financial management.
	As an outcome or expectation with the implementation of these strategies, the organization can expect an effective growth in the case of productivity of the employees which will eventually contribute to the customer satisfaction.
	1 month
	30/4/2021
	£25,000

	3
	Technology implementation
	With the developing technological improvement around the world and adoption of the same by the hotel organizations in the hospital sector it becomes vital for Hilton to become updated in the case of digitalization and technological development. With the operations executed with the help of technology, the organization will face issues in the case of competition.
	On the implementation of updated technologies and digital development, the organization can expect enhancement in its operational growth. It will also ensure betterment in the case of data protection and financial data management.
	1 month
	28/4/2021
	£20,000

	4
	Consultancy fees
	_ _
	_ _
	_ _
	_ _
	£25,000



[bookmark: _Toc63855851]Recommendations
Depending upon the issue associated with operational management and administration procedure at the hotel, Hilton will be required to identify appropriate strategies that can help it to me to get the given issues. In this case Hilton can make investment in the case of staffing and recruitment which will help to employ diligent leaders who will take forward a smooth operation.
In the case of issues associated with staffing and recruitment, the organisation will be required to invest sufficient amounts of money in the case of employing diligent as well as skilled employees at every department of the hotel, specifically focusing on the front of the desk officials (Boscari et al., 2018). On the other hand, training is to be executed on the weekly basis for the existing employees for helping them to become more diligent and skilled at the matter of operations and customer care.
Another issue that has been identified to be a matter of concern for Hilton, was issues related to financial management. In this regard, acquiring capital as well as reducing costs associated with capital alongside making complex decisions associated with investment will be taken into consideration by the organisation (Terwiesch et al., 2020). In the same consideration, the organisation will be required to install software and technologies that will help the organisation to protect financial as well as private data from the reach of the hackers as well as viruses.
Lastly, talking about technological development, the organisation must be focusing upon installing updated technologies that can make it easier for the customers to connect with the hotel and vice versa (Demir, 2019). It will help the organisation into two matters, first, in the case of ensuring protection of personal data of the customers as well as the hotel itself. Secondly, delivery better and comfortable services for customers.
[bookmark: _Toc63855852]Conclusion
As the concluding remarks to the consultancy report, many factors have been identified that can be addressed to be identified issues affecting smooth operation and functions of the client hotel. In this regard the very first observance stated that as a consultancy management team the primary focus was required to put on the analysis of the given department which is the front of the house of the hotel. Evaluating this particular department of consideration, the operations of the entire hotel was executed with help in the case of identifying pre-primary issues affecting the growth of the organisation and customer satisfaction and eventually affecting the reputation of the hotel at the global market. The issues are respectively staffing and recruitment, financial and personal data management and protection, and technological development. Evaluating these issues, the primary focus was put on the identification of potential strategies that can mitigate these issues rather than recognising the reason behind the origin of the same. In this concern it can be concluded that on successful implementation of the recommendations as well as the action plan, the organisation will be able to achieve a notable growth in near future by mitigating the issues and also at the same time it will confront a successful customer satisfaction.
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