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[bookmark: _Toc98188993]Executive Summary 
Hilton Hotel is a US-based brand operating nationally and internationally. The hotel was founded in 1919, and it expanded to global markets in 1982 (Hilton, 2022). Hilton Hotel operates with substantial success in the U.K. and other international markets. Hilton operates approximately 145 hotels in the United Kingdom under sent distinct brands (Hilton, 2022). The hotels are in major cities and tourist attraction centres. The organisation enjoys significant benefits due to its operational strategies (Hilton, 2022). The hotel has faced challenges, including changes in consumer needs, technological trends, economic recession, covid-19 pandemic, increased competition, and political instabilities. All the factors influence the hotel's performance and sustainability. 
The current consultant report aims at conducting a detailed analysis of Hilton Hotel, including its strengths and weaknesses. SWOT and PESTLE analysis is adopted because it identifies internal and external factors affecting a business's performance and operations (Benzaghta et al., 2021) The analysis gives policymakers a better understanding of the business and the recommended changes in operations for the organisation to remain sustainable (Chen et al., 2011). The major issues identified throughout the analysis include bad reviews, data breaches, implementing eco-friendly practices, the pandemic, increased competition, costly lawsuits, staff training, economic recession, and management (Guchait, 2019). Hilton Hotel has numerous opportunities and strengths to withstand the negative factors despite the challenges. The strengths and opportunities are loyal customers, technology use, brand value, staff benefits, partnership, and marketing. 
Hilton Hotel's findings can be summarised into sustainability and competitive advantage, international strategy, leadership and entrepreneurship, organisational structure, and business operations (Reidhead, 2020) Generally, the issues revolve around various perspectives of business operations and strategies adopted by Hilton in the global markets (Dardeer et al., 2017). There is a broad scope for strategic development in decision-making and operational procedures for the global brand's success (Ahsan et al., 2014). While Hilton Hotel cannot control all the external factors such as politics and economic recession, it can use its strengths and opportunities to minimise threats. The consultant report provides imaginative ways to improve Hilton Hotel's operations. The analysis considers a broader range of management techniques and staff training programmes. 
The report concludes with various recommendations to the client to improve operations and remain sustainable. Strategic recommendations address the problems or issues identified during SWOT and PESTLE analysis. The recommendations include:
· Hilton should implement training programmes to ensure staff is competent enough. The training should focus on cross-cultural communications and cultural intelligence (Tracey and Swart, 2020) Hilton Hotel accommodates domestic and foreign visitors with different socio-cultural values, beliefs, and preferences. 
·  Hotel should acquire smaller resorts and hotels in the U.K. to reduce competition and increase market share. The hospitality industry is crowded with new businesses entering the market each year. Mergers and acquisitions will ensure sustainability and competitive advantage (Scarantino, 2018). Hilton Hotel can also improve its competitive advantage by implementing innovative practices such as smart room keys and automation (Yang et al., 2020). 
· Hilton should develop corporate social responsibility programmes to help the community and attract potential consumers. Corporate social responsibility is a strategic marketing approach that involves giving back to society (Martínez and Nishiyama, 2019) 
·  Hotel should adopt eco-friendly practices to ensure zero carbon emission. The practices could include embracing recycling, energy-saving technologies, starting composting, saving water, supporting local businesses, and implementing alternative energy sources (Baxter and Srisaeng, 2021).
My business Superficial delivery is known to being a loyal company to Hilton Hotel for many years, delivering the most fresh and good tasting products to the hotel’s restaurant and cafeteria itself.
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[bookmark: _Toc96972100][bookmark: _Toc98188994]Introduction
The United Kingdom hospitality industry is growing significantly despite the numerous changes in consumers' needs. With the rise of millennials, consumer needs are shifting from hotels to travelling. Consequently, the leading players in the sector continue to face challenges adapting to the changing social, political, environmental, and legal landscape. Hilton Hotel stands out among the primary players in the U.K. hospitality industry. Hilton Hotel is a worldwide hospitality company with more than 18 brands in 122 countries and territories. The hotel owns approximately 6800 properties globally. Hilton Hotel and Resorts was founded in 1919 in Texas, and after 1982 its branches were established worldwide, including Australia and U.K. Due to innovation, leadership, and commitment, Hilton Hotel has become among the respected brands worldwide. 
[bookmark: _Toc96972101][bookmark: _Toc98188995]Purpose of Report
The consultant report aims to analyse Hilton Hotel operations, identifying areas of strength and weaknesses. The analysis will focus on the external and internal factors of the hospitality business in the U.K. The factors such as environment, politics, economic recession, legal activities, and socio-cultural trends might affect Hilton Hotel's performance. The consultant report will conclude by providing the recommendations for the weaknesses identified to ensure business sustainability over the long run. The Hilton Hotels and Resorts will also examine the threats and opportunities of the business, including how such aspects can be utilised to grow the brand to the next level. 
[bookmark: _Toc96972102][bookmark: _Toc98188996]Problems/Issues to be Addressed 
The consultant report will address numerous issues related to Hilton Hotels and Resorts' performance and operations. Hilton Hotel's SWOT and PESTLE analysis will be conducted to identify the external and internal factors influencing the hospitality business performance. The selected tools help determine the suitable course of action for a business (Benzaghta et al., 2021). Therefore, SWOT and PESTLE analysis are used for the report to make a thorough and systematic assessment of the business and give decision-makers a great preview of issues affecting the company. The issues addressed include technological, economic, social, legal, political, and environmental influences. Further, the consultant report will address management, leadership, and operations issues related to Hilton Hotel in the U.K. The problems will provide a basis for delivering strategic operations improvement recommendations for Hilton Hotel.  
[bookmark: _Toc96972103][bookmark: _Toc98188997]Scope & Analysis
 Hilton hotel corporation is a multinational company founded in 1919 by Conrad Nicholson Hilton (Hilton, 2022). The hotel is in the hospitality industry, and its headquarters are located in McLean, Virginia, U.S. The hotel is 102 years old, and in December 2019, there were 584 Hilton hotels in 94 different countries, and the hotel had 216,379 rooms (Hilton, 2022). These hotels are located across six different continents, which serves a worldwide area of services. The hotel is a global brand used for leisure and business activities. The hotels are primarily located in major cities, near airports, and in other significant parts of the cities where they attract people (Hilton, 2022). Hilton hotel is unique and is best known for its outstanding design, excellent services, and sustainable practices. 
The problem that Hilton hotel faces is the issue of the hotel reservation system for their customers. The loyal customers receive better services than others, while the less loyal customers receive fewer services. All customers should be treated equally and have the freedom to receive equal services regardless of their loyalty (Hua et al., 2018). There are special events such as presentations and business meetings by investors. Also, the hotel had recreational events for different people of different ages. The hotel has a large outdoor pool area with palm trees that customers use for shade and relaxation. 
[bookmark: _Toc98188998]SWOT Analysis of the Hotel
	Strengths
	Weaknesses 
	Opportunities 
	Threats 

	A global brand, value, and image
	Lack of trust from stakeholders
	Marketing 
	Pandemics 

	Loyal database
	Negative reviews
	Partnership 
	Competition 

	Employee benefits
	Data breach
	Developing markets
	

	Management system and technology
	
	
	



Strengths
	A global brand, image, value, and portfolio are the significant strengths associated with Hilton Hotels. The hotel is a multinational brand hotel with functional chain hotels distributed in different continents that almost everybody best knows (Salvioni, 2016). This has made the hotel have a brand image and value in the hospitality industry. The estimated value of Hilton Hotels in 2021 was $34.89B (Lane, 2021). The classic and standard services offered in the hotel have ensured that the hotel has a brand image known worldwide and attracts customers from all over the world. A loyal database for customers is another strength in the hotel. It is estimated that the hotel has more than 50 million loyal customers from different countries, and these customers have a loyal database that serves them whenever they visit the hotel (Lane, 2021). Also, the hotel has an updated management system that has the best evaluation system in the industry (Sahoo, 2011). The management system has made it possible for the hotel to adopt the advanced technology that helps run the hotel (Kansakar et al., 2019). Employees' benefits are another major strength in the hotel that has helped in its success (Reidhead, 2020) The hotel provides different programs and services for their employees that benefit. These programs include health insurance cover, travel programs, and employee assistance programs. 
Opportunities
	The opportunities present for the hotel are marketing, partnership, and developing markets. Hilton hotel has an opportunity in marketing to identify different social media platforms that they should utilise in marketing, advertising, and promoting their products and services to various customers (Kandampully et al., 2018) These platforms are essential because the services can reach many customers quickly. Also, the hotel can be simple and convenient for their customers. A convenient and straightforward organisation will likely attract more potential customers, thus enhancing income and profit (Rutherford, 2021). Thus, the chain hotels should create more room for been convenience. Since the hotel has a multinational brand, it has a better opportunity of establishing joint ventures and partnerships with international companies in China, Japan, and India, especially those in the hospitality industry (Lane, 2021) The management should consider not selling the hotel but establishing partnerships with other international companies, thus helping in maintaining the hotel's name and reputation (Kandampully et al., 2018). By investing in developing and developed countries, the hotel has an opportunity in developing markets in the countries such as Asia. Developing countries have a significant growth potential rate that will help generate revenue for the hotel.
Weaknesses
	A data breach is a significant weakness for Hilton Hotels, especially after the hotel had security issues. The hotel security in the cash register led to compromising credit cards, resulting in the company paying a penalty of 70,000 euros for the compromise (Guchait, 2019). The incident made people doubt people on the hotel's security system. Bad reviews from customers have made the hotel have a bad reputation (Ruiz-Equihua et al., 2020) Customers who feel that they received poor services have left negative reviews about the hotel on their social media platforms. Such reviews spread faster than positive reviews (Chang et al., 2019) Lack of trust from stakeholders in the company is a significant weakness in Hilton Hotels. Blackstone Group LP was a stakeholder of Hilton hotel but sold its shares worth 15 million dollars.
Threats
	Pandemics such as Covid-19 constitute a significant threat for the hotel because they lead to a massive decline in total revenue (Dodu et al., 2021). The pandemic has made potential clients from accessing services in the hotel with the fear of contracting the virus (Lane, 2021). Competition from other international hotels and companies in the hospitality industry is a significant threat. Competitors have a rapid growth rate and continue to expand their markets in different countries. 
[bookmark: _Toc98188999]PESTLE Analysis of the Hotel
	Political factors
	Economic factors
	Social factors
	Technological factors
	Legal factors
	Environmental factors

	Trade wars
	Interest rates
	Population growth
	Social media platforms
	Employee laws
	Climate change

	Lockdowns 
	GPD
	Customer lifestyle
	Digital payments
	Consumer law
	

	
	Inflation rate
	Gender
	
	Legal framework
	

	
	Growth rate
	Culture
	
	
	

	
	
	Demographics 
	
	
	



	Political factors: Since the Hilton hotel is a global hotel, it is primarily affected by political situations in the country (Nain, 2018). The hotel is expected to cope with the political conditions of the nation because when a country is unstable, then the number of visitors will reduce, thus reducing hotel revenues (Della Corte, 2016) Hilton Hotels is exposed to different political risks because its hotels are distributed in different nations that experience various political issues. 
	Economic factors: Hilton Hotels is affected by several economic factors directly and indirectly. These factors include interest rate, Gross Domestic Product, and inflation rate (Dudovskiy, 2016) The hotel should target nations that have people with higher disposable income. Further, the pandemic has affected the nation's economic state, thus affecting hotel revenues (Dudovskiy, 2016). During the pandemic, countries have low-interest rates because of the low economic factors, so hotels should take advantage of the financial status to expand and diversify. 
	Social factors: Social factors such as population growth rates, gender, customer lifestyles, and demographics affect the productivity of Hilton Hotels. When customers' income increases, their spending habits change, and they are likely to spend more money on vacations in hotels; thus, hotels increase their revenue (Dudovskiy, 2016). Also, as the lifestyle of people improves, they are likely to spend more money on leisure activities such as taking a vacation in hotels and enjoying recreational activities such as swimming. 
	Technological factors: In a competitive world, technology continues to change, and companies are expected to adapt to technological advancements (Luo et al., 2021). Hilton hotel is also likely to upgrade to the current advancements in technology that will help it remain competitive in the market (Linxi, 2021) Technology can help the hotel reduce costs and enhance customer experience (Rotimi, 2018). Hotels should accept digital payments from customers. Hilton hotel should ensure that it uses social media platforms effectively. 
	Legal factors: Hilton Hotel is affected by legal laws and regulations that govern the nations where the operations that are performed in the company should adhere to the law (Barth et al., 2017). Laws that the hotels should abide by are employee's laws, legal laws, and customers laws. When the hotel follows these laws, it does not interfere with the government and other non-government organisations (Barth et al., 2017). Legal factors and political factors are interlinked, and one factor leads to another. 
	Environmental factors: Hotels and other companies should protect the environment as they continue their operations (Yadav et al., 2019). Customers are likely to be attracted to hotels that observe and maintain a healthy environment for customers (Janković and Krivačić, 2014) Climate change is an issue that face has affected the environment in Hilton, which has a significant impact on the hotel's profitability (Amanda and Sanjei, 2019). 
[bookmark: _Toc98189000]Finding Analysis   
Based on the analysis, numerous issues or concerns can be highlighted. The SWOT and PESTLE reveal essential information regarding the external and internal aspects of the Hilton Hotel. The assessment reveals weaknesses and strengths in the operations. The hotel's major problem is a better reservation system for customers to meet their unique needs (Zeng, 2021). The consumers expect the hotel to be flexible to the stayers regardless of their relationship to the hotel. For the first time, customers who lack any loyalty to the Hilton hotel should better attend to their needs (Zeng, 2021). Therefore, regardless of their loyalty, all customers should be treated equally and access similar amenities as the long-term consumers. Hilton provides honours member points system for staying in the hotel and resorts in the Hilton portfolio. First-time customers do not enjoy digital check-in, later check-out, complimentary internet access, and quick reservations (Hilton, 2022). The first consumers also pay extra for amnesties such as spas, conference rooms, and gyms. The problem can have legal implications and influence the brand's reputation. Among Hilton's strengths is its strong brand reputation – the hotel should protect its reputation and remain relevant in the constantly evolving hospitality industry (Dudovskiy, 2016). Generally, Hilton Hotels is affected by political, legal, environmental, social, technological, and economic aspects. The PESTEL analysis of the hotel assesses the brand on business tactics. The analysis helps understand Hilton's market dynamics and enhance its business operations. 
While using the opportunities and strengths of the Hilton Hotel, it is possible to improve its operations and reduce threats and weaknesses. The highlighted strengths include a global brand portfolio, strong brand image, employee benefits, management system, adopting innovative technologies, high brand value, and customer loyalty database (Dudovskiy, 2016) The hotel has excellent opportunities to improve partnerships, marketing, and expansion in developing markets (George, 2021). Despite the positive side of Hilton, the hotel also suffers from bad reviews, lack of stakeholder trust, data breaches, pandemics, competition, and lawsuits. The SWOT analysis reveals Hilton Hotel is among the world's resort and hotel chains (Dardeer et al., 2017). However, the main concern is how the brand can survive despite the pandemic, economic strains, and increased competition. 
In the Hilton's external environment in the U.K., social and financial aspects at the national and international levels have great importance for the business. A 3 per cent economic growth in 2019 and 2.4% in 2018 was below expectation, indicating a likely increase in gross domestic product and reduced unemployment rate (Zeng, 2021) The economic growth in the U.K. has affected the development of the Hilton hotel business, as explored in the analysis section. Similarly, cultural cohesion and multi-cultural society have improved the popularity of Hilton's hospitality services in the United Kingdom (Dardeer et al., 2017). As a result, hotel accommodation has increased significantly over time. The internal and external environment is essential for any business to improve its revenue earnings by increasing hotel service charges. 
The Hilton can improve its operations by adding innovative product offerings to differentiate itself from its competitors. The product portfolio enhancement and improvement of service grade are among the hotel's necessities in the next year (Dardeer et al., 2017). Hilton can enhance operations to benefit the social-cultural diversity of the U.K. community. As a result, Hilton will integrate numerous hospitality products and services to address the preferences and needs of all customers despite their social and cultural backgrounds. The hotel attracts local, national, and international guests with different tastes. Further, Hilton Hotel will increase automation, smart room keys, mobile communication, and near-field communications in its operations (Dardeer et al., 2017) The approach will help the hotel attract a more significant customer segment in the U.K. hospitality market. Based on the analysis, the U.K. society is technology conscious, leading to a greater preference for digital-based services and products (Kansakar et al., 2019). 
Businesses thrive due to high brand reputation, effective management systems, and technical innovation. For developing the internal strengths, the Hotel can offer a broader range of luxury services and opportunities for the customers (Tan and Despotis, 2021) Setting suitable service categories for high-profile persons and packages for medium-class customers can contribute to internal strengths. Further, the hotel can plan service packages to meet the needs of working-class individuals (Zeng, 2021). As a result, the Hotel can increase its market share by targeting people of all social classes. Hilton Hotel will capture more consumers by strategically establishing cities in essential cities in the U.K. and various vital junctions in different well-known cities (Dardeer et al., 2017). The approach will help develop the internal environment strengths of the company's operations. 
Hilton's business and corporate strategy are intensive on market expansion using its existing market strategies in the U.K. Hilton have implemented a functional approach to win by providing incomparable customer experiences and constant enhancements in its operations (Hilton, 2022). The practical and business plan for Hilton Hotel involves approaches for consumer and supplier relationship development. The brand sources most raw materials from the local suppliers to increase the company's reputation and community relations (Hilton, 2022). Despite the efforts by the hotel to remain functional and profitable, the leadership strategy adopted significantly affects the aggregate revenue generation due to reduced efforts for quality improvements (Dardeer et al., 2017). Hilton has adopted an expansion and adaptation strategy in various cities in the U.K. The primary aim of Hilton Hotel has been expansion amid growing economics. The adaptation strategy has helped the business adopt standard operational practices in all the markets. 
Nonetheless, Hilton has excellent opportunities of implementing numerous changes in the operations to ensure the business succeeds. The hotel's financial performance despite the Covid-19 pandemic is a great advantage the business can utilise to improve its operations. Hilton Worldwide Holdings generated more than $4.31B in revenue in 2020, a significant decrease from the previous year (Hilton, 2022). The drop is due to the Covid-19 pandemic that led to the closure of most resorts (Dodu et al., 2021). The accommodation was also at the lowest due to social distancing measures. The pandemic compelled the hotel to suspend operations in most locations. All the hotels suspended in 2020 were reopened by the end of FY2021 (Hilton, 2022). The hotel recorded total revenue of $407M by February 16, 2022 (Hilton, 2022). The net income is expected to increase by 5% by the end of 2022 (Alameri et al., 2021). The financial performance will allow the company to develop meaningful employee training programs. 
For a functional corporate strategy in the U.K. market, Hilton Hotel is expected to implement a holistic marketing strategy focusing on millennials and alter the physical image of the resorts, making it more attractive to clients based on the market trends (Dardeer et al., 2017). Regarding the operational strategy, the hotel can focus on offering a combination of quality accommodations, exceptional and aesthetic quest experience (Chibili, 2017). The approach will be essential in attracting international and national guests to the hotels in the U.K. Hilton can devise methods to balance the employees, franchise, and supplier interests as part of the business operation strategy (Hua et al., 2018). The strategy will be essential for the hotel to focus on developing brand loyalty to its clients. 
Environmental issues can sometimes damage a brand's reputation. People are becoming more environmentally conscious and sophisticated towards protecting natural resources (Amanda and Sanjei, 2019). The customers always check the businesses with proper waste management programmes and what it is doing to address climate change (Janković and Krivačić, 2014). Customers praise businesses that take the initiative of protecting the environment – this defines the goodwill of a company (Amanda and Sanjei, 2019). Hilton Hotel faces challenges maintaining the environment while making enough profits. The hospitality industry is expected to maintain high cleanliness levels, and the initial step begins by protecting the environment (Amanda and Sanjei, 2019) Hilton Hotel is dedicated to reducing waste and focusing on a circular economy. The business is committed to reducing food waste by 50 per cent by 2030 (Dudovskiy, 2016). Regarding the environmental issues, Hilton will implement eco-friendly operation practices to ensure corporate social responsibility (Zientara et al., 2020). Reducing waste is a highly effective marketing strategy and appeals to consumers.  
[bookmark: _Hlk97027569]Another problem facing Hilton is increased competition and market saturation. The hotel faces stiff competition from hospitality companies such as Accor, Belmond, Marriot International, Wyndham Destinations, and Jumeirah Group (Dardeer et al., 2017). Hilton's success is dependent on addressing competition and remaining relevant in the market. The hotel's competitive advantage in the U.K. is attributed to its pre-defined brand promise, excellent marketing team, unique service philosophy, financial performance, and innovative services (Linxi 2021). Hilton has actively ensured sustainability, and the corporate social responsibility approach has improved the hotel's reputation (Ertuna et al., 2019) Hilton will focus on its relationships with travel management organisations to develop its competitive advantage. 
Besides the meeting incentive, tourism event arrangements and conferences might be effective for the hotel's competitive strength in the U.K. hospitality market. The Hilton Hotel management can develop a team to focus on wedding programmes and social events arranged in the hotel premises (Dardeer et al., 2017). The goal is to offer unmatched customer experiences and services to attract more potential consumers and retain existing ones. Further, Hilton can integrate aromatherapy, yoga, meditation, therapy, and signature treatment services since the services are gaining recognition in the international markets (Dardeer et al., 2017). Similarly, Hilton can adopt approaches to reduce energy consumption and use renewable raw materials in its operations (Matteucci, 2020). All the strategies will assist the hotel in developing competitive strength and remaining sustainable. 
Another approach for sustainability would be considering mergers and acquisitions. Mergers and acquisitions have a substantial influence on Hilton's business development. Hilton eyed approximately $6.3B mergers between 2014 and 2016 throughout Europe, North America, and the U.K. (Dardeer et al., 2017). The global merging operations resulted in increased market share for the parent company. Hilton Worldwide Group Holdings has over 2300 hotels and resorts owned, acquired, or merged in the global market, including the U.K. (Dardeer et al., 2017). Mergers and acquisitions are part of the globalisation strategy to expose the brand to developing potential markets (Scarantino, 2018). Hilton can consider potential partners and thoroughly assess its business strengths and strategies as part of the globalisation strategy (Kandampully et al., 2018). The hotel should also consider the employee skills of the potential business partners and recommend the appropriate training programmes to ensure they meet the Hilton's minimum experience and standards (Kandampully et al., 2018) Globalisation through acquisitions or merging will demand Hilton to consult the existing clients and potential consumers of the preferred partners.  
Hilton has attained numerous entrepreneurial efforts over the last few decades. The hotel has made significant entrepreneurial in coast-to-coast hotel chains, becoming an airport hotel and implementing innovative technology in resorts (Dardeer et al., 2017) Hilton Hotel has also succeeded in establishing a multi-hotel reservation system due to its excellent leadership. Hilton follows a successful combination of situational and development leadership styles – the approaches have allowed the business to respond to unmet market needs. However, Hilton needs to implement a strategy for attracting and retaining loyal customers as a portion of internal management strength (Dardeer et al., 2017). The entrepreneurial spirit of Hilton can accomplish tremendous success by developing a unique branding approach capitalising on effective management and customer satisfaction (Divisekera and Nguyen, 2018). Hilton will need to focus on transformational and leader-member exchange leadership to establish a relationship between the employees and the leaders in the business (Divisekera and Nguyen, 2018). Leadership in hotels and resorts requires object-oriented and open communication. The primary objective for Hilton in the next few months will be developing connectivity and making strategic decisions for future hotel operations. 
Similarly, Hilton's organisational structure is divisional and hierarchical. The organisational structure is adopted by all the hotels in the international markets. Hilton Hotel maintains ethical code, management, code of conduct, and guidelines (Hilton, 2022). Nonetheless, Hilton's Board of Directors can develop strategies related to smooth operations, open communication, and flexibility (Hilton, 2022). As a result, the hotel management will be determined to create a particular flexibility level in the entire divisional hierarchy system in its organisational operations. Flexibility ensures a more straightforward decision-making process, especially in emergencies. Strengthening the corporate governance will also require the senior management team to observe ethical codes and provide reasonable executive compensation (Dardeer et al., 2017). Corporate governance should be guided by clarity and transparency when selecting board members to ensure effective management and decision-making.  
[bookmark: _Toc96972105][bookmark: _Toc98189001]Finding & Results 
The SWOT and PESTLE analysis findings reveal essential information about Hilton Hotels. The SWOT analysis shows numerous weaknesses and strengths of the hotel. However, among the problems or issues faced by the business is costly lawsuits, increased competition, the covid-19 pandemic, and economic challenges (Shaw, 2021). Increased quality resorts and hotels in the U.K. market have limited Hilton Hotel's market share. Hilton Hotel needs to address all the internal operational issues for the hospitality business to be sustainable. The hotel also faces significant challenges from the external environment, including political instability, technological advancement, the presence of a multi-cultural society, and environmental maintenance (Shaw, 2021). Despite the challenges, Hilton Hotel has shown substantial improvements in its services and operations over the recent years. Such advancements can be evidenced in high brand recognition, effective management, and technical innovation. 
Hilton Hotel needs to improve its revenue earnings by increasing the service charge. The strategy will help the business meet the 30% tax rate agreed by the U.K. government for hotels and other companies (Dudovskiy, 2016). The analysis results indicate that Hilton Hotel needs to work on its operations to deliver the best services to consumers. Enhancing the operations allows the business to become more competitive. The business should adopt urgent strategies to improve service grade, increase automation, and connect more with the customers (Nain, 2018). The approaches will help the company attract greater consumer segments in the United Kingdom hospitality market. 
During the analysis, several issues regarding Hilton Hotel's functioning and business strategies were identified. The strategy is focused on market development in the existing markets in the U.K. The hotel has applied a functional plan to win by providing unique client experiences and constant operations improvement. The hotel uses the adaptation strategy to define the standard practices for the national market. For instance, the hotels in the U.K. provide similar room services, food and beverages, and menu options (Hilton Hotels, 2022). The menu comprises breakfast, lunch, dinner, and special option packages. The breakfast meal is subdivided into conference breakfast I and II. Further, the open bars include cocktail receptions, champagne, and sparkling wine. 
In the UK, Hilton Hotel operates more than 145 hotels and results. The hotel employs 2500 staff as room cleaners, evening room attendants, receptionists, food and beverage assistants, and other casual roles (Hilton Hotels, 2022). The employees benefit from health insurance, prepaid legal, severance pay, and life insurance. Additionally, Hilton Hotel has rooftop and OXBO bars where casual dining and drinking occur (Hilton Hotels, 2022). The venue design offers a perfect setting for a casual gathering with friends and family. The menu comprises small plates, bar snacks, signature cocktails, and sharing plates to ensure the quests are thrilled and constantly surprised (Hilton Hotels, 2022). Dishes can be enjoyed for one of the served small plates for family, colleagues, or friends to share. The customers enjoyed complimentary popcorns while perusing the menu. 
Hilton Hotels and Resorts provides customer loyalty programmes to attain higher success and retain its customers. The customer loyalty programmes are among the differentiating aspects that keep Hilton ahead of its competitors (Hultman et al., 2021). The programmes involve inner circle activities for offering unique services and recognition of loyal customers (Hultman et al., 2021). Further, the consumers receive special benefits, offers, and signature experiences Hultman et al., 2021). The incredibly unmatched and unique services are rare in other hotels in the U.K. Further, Hilton Hotels invests heavily in corporate social responsibility as a marketing strategy (Ertuna et al., 2019). The customers need a business that gives back to society and conserves the environment. The conversation efforts are part of the strategy to gain competitive advantage and sustainability (Zientara et al., 2020). Hilton Hotel and Resorts recognises the significance of leadership and entrepreneurship in ensuring business success (Mpuon et al., 2021). The hotel has placed talented and most qualified leaders in senior positions (Mpuon et al., 2021). The strategic decisions made by the leaders are aimed at retaining and attracting customers through exceptional consumer experiences. 
	Number 
	Findings & Results
	Explanation 

	1
	Increased competition 
	Hilton faces stiff competition from the global operators such as Belmond, Marriott International, and Hyatt Hotels.  

	2
	Moderate cross-cultural services
	Hilton receives international and domestic quests from different cultural backgrounds. As a result, the hotel faces challenges meeting the needs all the consumers. 

	3
	Poor financial performance due to pandemic
	Hilton closed most of the hotel branches in the UK due to the Covid-19 pandemic, leading to low financial performance. 

	4
	Variety of menu options 
	Among the hotel’s strengths is providing customers with a variety of menu options. 

	5
	Strategic location 
	Most Hilton Hotels are in major cities and coastal region to attract more customers. 

	6
	Moderate environmentally friendly practices
	Hilton is putting effort to ensure it adopts eco-friendly practices in all departments. 

	7
	Increased political influence
	Hilton is affected by political forces, including treats of terror attacks and civil violence. 


[bookmark: _Toc96972106][bookmark: _Toc98189002]Action Plan
	No.
	Problem 
	Solution
	Designed Outcome 
	Time Scale
	Completion Date
	Planned Budget

	1. 
	Cross-cultural services
	Hilton is an international brand serving people from different cultural backgrounds. The solution will require intensive employee training to ensure they can interact with people from different cultures (Waqanimaravu and Arasanmi, 2020).
	The training programmes will ensure all people visiting the hotel are treated respectfully and served with their preferred menu choices (Tracey and Swart, 2020) Therefore, the staff will have the ability and knowledge to create a customer-focused experience. 
	12 months
	01/03/2022
	$45000

	2. 
	Poor financial performance due to pandemic
	The solution is reopening the closed hotels and maintaining high-standard hygiene and cleanliness (Bohdanowicz et al., 2011). The hotel should attract millennial customers, maintain hotel rooms, and adopt advanced technologies to increase revenue (Tao et al., 2018). 
	The outcome will be improved financial performance and operations. Hilton Hotel will employ a qualified and talented workforce and effectively run the business. 
	12 months
	01/03/2024
	$60000

	3. 
	Environmentally friendly practices 
	The solution will involve using energy-saving technologies in all departments, embracing recycling, saving water, supporting local businesses, implementing alternative energy sources, and starting composting (Baxter and Srisaeng, 2021). 
	Maintaining the environment will lead to a positive influence on customer experiences and their increased likelihood of returning. Adopting greener practices, especially in the hospitality industry, results in better loyalty, marking, and greater customer fulfilment. 
	12 months
	01/03/2025
	$110000


[bookmark: _Toc96972107][bookmark: _Toc98189003]Recommendations 
Hilton Hotel requires strategic recommendations to improve its operations. The numerous aspects of the coronavirus pandemic's influence on the hospitality sector require strategic approaches to ensure businesses seamlessly return to normal operations. Based on the analysis, innumerable recommendations are needed to counter the issues identified. The recommendations for the consultant report are outlined below: 
· As the hospitality market in the U.K. become saturated, Hilton hotel can gain a competitive advantage through aggressive marketing, mergers, and acquisitions, providing innovative services, and improving consumer experience (Linxi, 2021). 
· Hilton Hotels and Resorts will adopt environmentally friendly by embracing food recycling, energy-saving technologies in all departments, starting composting, saving water, supporting local businesses, and implementing alternative energy sources (Baxter and Srisaeng, 2021). 
· Hilton will attract more customers and improve its revenue by integrating corporate social responsibility programmes to implement within a year. The social responsibility ensures the hotel paints a great image for the community (Martínez and Nishiyama, 2019). Customers are more attracted to businesses that support community programmes. 
· The hotel can improve standards in all the hotels and resorts before reopening after the covid-19 (Dodu et al., 2021). The financial strain during the pandemic can be countered by attracting millennial customers, maintaining hotel rooms, and adopting advanced technologies (Tao et al., 2018). The millennials are more conversant with modern advanced technologies and prefer innovative hotels. 
· Hilton should implement training programmes for employees. The training programmes will allow employees to interact effectively with people from different cultural backgrounds (Tracey and Swart, 2020) The United Kingdom is a hub for domestic and foreign tourists visiting to see beautiful scenery. The visitors have different values, beliefs, and preferences. The employees should have sufficient knowledge and skills to meet their needs. 
[bookmark: _Toc96972108][bookmark: _Toc98189004]Conclusion 
In conclusion, Hilton Hotels and Resorts is a global brand operating in different countries. Hilton opened branches worldwide in 1982, including the United Kingdom and other European countries. The company has grown significantly but not with challenges. The current consultant report provided a detailed analysis of Hilton Hotels and Resorts in the U.K. SWOT, and PESTLE analysis was used to determine the internal and external aspects affecting Hilton's performance and operations. The main findings from the analysis indicate Hilton Hotel is significantly influenced by political, technological, legal, environmental, social, and economic trends. Hilton Hotel closed most hotels during the pandemic, resulting in low financial performance. However, it is recommended the hotel improve hygiene and attract millennials to enhance financial performance. Other issues highlighted from the analysis include stiff competition, challenges implementing environmentally friendly operations, the need for enhanced training programmes to meet international needs, and the need to improve the brand image. The consultant report concludes by providing strategic recommendations to ensure Hilton Hotel remains sustainable and relevant in the ever-changing hospitality industry. 
Hilton Hotel should engage in mergers or acquisitions, implement innovative technologies, and diversify its business to accommodate travels and tourism for effective competition in the market. Further, implementing environmentally friendly operations will require Hilton Hotel to reduce energy, embrace recycling, save water, start composting, and implement alternative energy sources. The staff should also be trained to interact with international visitors with different social and cultural practices. Hilton Hotel should also establish new regulations that prioritise the security and safety of customers, staff members, and employees. The safety regulations will provide a safe working environment for all employees. Another recommendation for Hilton Hotel is focusing on corporate social responsibility programmes as part of aggressive marketing strategies. Customers prefer hotels that respect the environment and welfare of the community. Hilton Hotels should participate in community health programmes and other activities directly benefiting society. 
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