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The complex and dynamic environment of the hospitality industry faces constant challenges, which can aggravate job stress and burnout. There are three main factors that can affect the hospitality industry includes political, economic and social. Challenges which are mainly faced by the industry are experience and personalization, sustainability, changing consumer demands and markets and rising operational costs. One of the considerable challenges that the hospitality industry faces is providing an exceptional experience that changes over time according to the guest's needs (Djajasinga, 2021). By using technology, it can be made more accessible for customers to explain their experience, such hotels and restaurants should provide good services to customers in order to gain their loyalty. 
As the climate and environmental changes are increasing day by day, hotels should take action in order to decrease their carbon footprint and should embrace sustainable practices. Customer service is an essential component of any business's success. Hotels should provide their offers, products and services according to customers' needs and demands. It will keep them remain competitive in the market. The rise in operational costs is one of the most significant challenges a hotel faces. By looking at the labour costs and food prices, and amenities bills, hotels should maintain their costs in such a way that they can cover both expenses and profitability of the business and also not compromise on the quality of the product (Grobelna, 2015). Managing digital is also one of the counted challenges faced by the industry; maintaining digital workload is a considerable challenge; Q.R. codes and online ordering systems come with many security issues and maintenance work. 
In addition to that, social media, websites and online booking systems are a kind of new business which manages the demands of additional skills and staff and also includes a lot of budgets. Supply chain unpredictability is one of the toughest challenges an industry faces; Brexit-related supply chains affect not only the availability of the product but also its delivery timelines of it. Hilton Hotels and Resorts are one of the largest and most famous brands in the world. This hotel targets both business and leisure travellers. It is recognized as the most incredible hospitality company (Nain, 2018). This company develops, manages and franchises approx. Two thousand two hundred hotels and resorts and vacation ownership properties. This hotel is obligated to manage many functional and geographic divisions and the business itself operations into three parts such as ownership, management and franchise and timeshare. The company is well known for its specialization in management and as well as provides full hotel service to clients all over the world.
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[bookmark: _Toc137842626]Employee retention
Employee retention is an authoritative goal for hiring talented employees and reducing turnover by providing the employees with a suitable working environment in order to keep them engaged towards the work and appreciating their work through rewards and recognition. Providing them with a healthy work-life balance and reasonable working hours will keep them motivated and dedicated towards the work (Singh, 2019). According to a business perspective, employee retention is essential for building an efficient team and togetherness among each other. A company loses its productivity when talented employees start to leave the organization. Long-term and engaged employees can lead to greater work efficiencies and will provide greater worker productivity in the company. 
[bookmark: _Toc137842627]Current challenges faced by Hilton Hotel with respect to business performance 
Hilton Hotel is famous for its service and the food they provide. They hire qualified employees for their jobs. Their standard is highly maintained, but as it is said that nobody is perfect, the hotel faces specific issues regarding food and beverages. There are some complaints from customers about the food and beverages, and it has become a big challenge for the company to tackle with it. Customers have full rights to complain about any issue they face as they are paying for it, but whenever there are complaints about the service or food, the employees of Hilton usually get demotivated or lose their confidence level. In this situation, their performance becomes worse, which sometimes even leads the employees to leave their job (Rutherford, 2021). The employees have pressure to provide good services to the customers, and under this pressure, they make a lot of mistakes which eventually affect the reputation of the hotel. Due to pressure, they have this sometimes leads to illness and less participation at work, which ultimately affects the productivity of the company. Hilton also faces limited ownership of properties; Hilton only operates through management and franchise agreements, which means that it owns few properties as compared to other competitors in the market (Fathy, 2018). Fluctuations in economic cycles are one of the significant challenges Hilton faces; Hilton usually gets affected by alterations in the economic cycles, which can disturb the travel demand and, eventually, its revenue. The economic downtrend can lead to less demand for hotels as well as low booking of rooms. Recently, Hilton Hotel's reputation went down into the market as one of the customers claimed that an employee of Hilton secretly recorded her and tried to blackmail her, which later affected the image of the brand, and its value dropped. As a result, customers were least interested in choosing Hilton and its productivity was affected. 
[bookmark: _Toc137842628]Role of Hilton Hotel in Retaining Employees 
For nearly two years, Hilton has been regarded as the second-best workplace due to its hospitality and additional fringe benefits. Culture, Benefits and travel programs, as well as a suitable working environment, were provided to employees. The Hilton Hotel provides ongoing programs, rewards and events to recognize outstanding team members. They are treated with the same level of hospitality as they treat their guests. It also provides them with both meaningful opportunities and professional opportunities for their future career (Hassanein, 2022). Hilton showed that as long as the employees are happy and satisfied, the business will prosper. They know that retention is a vital element in the sector of the hospitality industry. Hilton provides flexible working hours to their employees so that they don't get demotivated and frustrated while doing work (TAMERAT, 2016). The staff of the Hilton sometimes gets upset due to customer complaints; in order to tackle that problem, Hilton's manager provides them with some training or brings them into practice instead of firing them because employees are the jewels of any company. Recruiting is not easy, but they give importance to their staff and try their best to train them according to the customer requirements. 
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The hospitality industry contributes billions of pounds to the G.D.P. of the U.K. and employs millions of people (Pan, 2019). It will depict the current state of the U.K. hospitality industry by examining PESTLE analysis.
· Political Factors
The hospitality sector in the U.K. can be impacted by a number of political factors, including government policies and regulations. Some policies and regulations enacted by the U.K. government have an impact on the hospitality sector either directly or indirectly. The availability of skilled labour can be affected by immigration policy modifications. The hospitality sector thrives in an environment that is favourable to the business because political stability and uncertainty are essential. The hospitality sector in the U.K. is significantly influenced by government funding and investment.
· Economic Factors:
The expansion of the hospitality sector's economy is correlated with that of the nation as a whole. The majority of the effects of a strong economy are an increase in the number of customers and a strong demand for hospitality services. In the U.K.'s hospitality sector, the exchange rate can be crucial. The country's high pound can make it prohibitively expensive to visit. 
· Social Factors:
Health and wellness trends are trending all over the world. People are referring to more healthy food and lifestyles. As a result, the hospitality industry sees an increase in food and beverage offerings. A lot of people are looking for food that is entirely vegetarian and organic. As people are more interested in social media and online platforms, it impacts the hospitality industry in many ways. Consumers prefer to use online methods for their reservations and online booking and to share their experiences with others. 
· Technology Factors:
In recent years, technological advancements have played a significant role in the hospitality industry of the U.K. With the increase in the usage of smartphones and tablets, customers usually prefer to use mobile for any reservation, check-in and check-out, ordering food and making payments. The use of cloud-based software allows hotels to store data and access data more efficiently. Many artificial intelligence technologies are being used by industries to streamline operations and provide better customer performance. Virtual and augmented reality-based technologies help the customer to share their mesmerized experience during the stay. 
· Legal Factors:
The hospitality industry must adhere to employment laws that guarantee workers' rights and fair and safe working conditions. This includes working hours, health and safety regulations as well as discrimination laws. The industry continues to grow by hiring more employees, and expectations of employees are constantly changing and growing, which, as a result, shows that companies should keep up to attract and keep employees and keep up with the latest trends. The hospitality industry must have proper licensing, and they should act in accordance with the laws and regulations. The hospitality industry must follow health and safety guidelines in order to make sure that the food is entirely safe for consumption. The hospitality industry must follow general data protection regulations to guarantee that customers' data is safe and secure. 
· Environmental Factors:
It includes concerns regarding sustainability and climate change, which are considered essential factors in the hospitality industry of the U.K. Weather in some areas acts as a deciding factor for whether someone prefers to stay at a hotel or not. 
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	Strengths
· A wide range of business experience and extensive experience.
· Strategies for keeping customers.
· Strong real estate holdings
· High level of service customization made possible by technological integration.
· Practical and robust leadership.

	Weaknesses
· Overreliance on the U.K. market.
· The increased amount of debts.
· Despite its extensive brand portfolio, a small global market.
· Due to its size, it lacks adaptability.

	Opportunities
· Further extension of the International market
· The emergence of strategic association
· Concentration on research and development.
· Establishing a presence in the medium-priced hotel industry.

	Threats
· Instability in politics and terrorism.
· Adverse changes in macroeconomic climate.
· Ethical issues in Hilton Hotels
· Loss of key personnel and talent.



[bookmark: _Toc137842631]Discussion:
The hospitality business continuously faces many challenges regarding trends and customer expectations as the industries are rapidly growing and organizations are trying their best to keep up with demand. Globalization has increased the level of competition amongst different industries across the world. Hilton is an internationally acclaimed hotel that aims for success by facing change in the market environment and challenges. Hilton has a large amount of workforce, and having such a high number of employees can increase operational costs and lower its profit margins. Some of the customers of Hilton have given bad reviews, which, according to the results, created an image of poor customer service as well as inappropriate ambience (Deng, 2022). Bad reviews spread like a virus and damage a brand's reputation. Recently, Marriot faced an issue in protecting its data of customer. Marriott guest reservation was hacked, and the personal information of the customers was exposed. Marriot is also facing issues regarding bad reviews on social media; Marriot tries to take care of its customer in every possible aspect but sometimes fails to keep its promises (Kubacki, 2020). Marriot has the highest employee turnover because of the strict code of conduct. Their strict code of conduct results in employee dissatisfaction, which demotivates the employees and results in leaving the company. Radisson is currently facing many challenges, such as lack of new funding, no legal tourism support, lack of accommodation, lack of skilled labour and lack of political will. Therefore, the hospitality industry can overcome these challenges by understanding the needs of the customers, providing the best services, managing operational costs and developing policies and procedures that outline compliance (Ehrenstrahle, 2015). Providing trainee programs to their employees can cover food, safety and customer service to meet the regulatory requirements of a hotel. Hiring the right employees will help the company to increase its productivity. Workers are usually interested in those places where the companies offer a whole package, and they are appreciated for their work. This will result in providing a better service to the customers, and the company will be highly valued in the market.
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The hospitality industry's aim is to provide clients with good service and give a variety of services to customers. Many hospitality industries' careers depend on reaching out and meeting people, gaining experience and having a good attitude and proper work ethic. The hospitality industry usually focuses on the satisfaction of customers and providing them with the best experience, but in the journey of establishment, these industries face many challenges which affect business performance. These challenges usually include reputation management, retaining and attracting employees, personalizing the customer experience and implementation of new technologies. Hilton Hotel is one of the most famous and recognized industries around the world. The mission of the Hilton is to provide the proper services and be easily able to handle customer requirements. But in recent years, the Hilton Hotel has faced many challenges which threaten the growth of hotel development across the U.K. These challenges led to the downturn reputation of the hotel, and the company started to lose its customers, which affected the productivity of the company as well. Companies like Hilton mainly focus on retaining employees and delighting customers. Hilton has been well known for its ways of retaining employees. One of the best ways of retaining employees at Hilton is by providing rewards and recognition, which makes the employees feel less demotivated and keeps them remain engaged in the work.
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Hilton should provide better quality service by hiring qualified workers having more experience. Every hotel wants to increase its productivity and profitability; in accordance with that, Hilton can offer upsells and room upgrades in a convenient and self-effacing way in order to increase sell opportunities. Hilton should also prioritize preventative maintenance, which acts as an essential in keeping the hotel facilities and its areas functional and also helps in recovering the costs. It helps to prolong the hotel employees' life span as well as antedate when certain things need to be replaced or not. People are obsessed with digital technologies around the world. They prefer to do things online, and this also provides a good image in front of the customers. Hilton can provide a digital tipping service to the guests, which can be convenient for guests to give a tip how much they like. Placing Q.R. codes throughout the hotel can make it easy for guests to scan and tip. A significant focus of any hotel can be created through partnership. Partnering with local organizations can be a golden chance for the company; it also provides the company with some qualified leaders and heads and can take also take pressure off sales. 
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