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Executive Summary
This report presents an overview of the Hilton Birmingham Metropole hotel about the management regarding different department in the hotel, followed by an in-depth analysis, also management theories, initiatives and these challenges will be overcome. It does include issues and challenges impacted and faced by the hotel. Hilton Birmingham Metropole hotel needs to improve some of its management area which has been identified by using SWOT and PESTLE analysis. Recommendations have been suggested so that improvement can be made within the hotel for the success of its operations.
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1. Introduction
Hilton is a global hospitality company that has been built for a century which offers business , leisure for travellers, business guests, a variety of services, amenities and value. Hilton Birmingham metropole is in Birmingham which is situated closed to the National Exhibition Centre (NEC). According to the recent figures  from the Regional Observatory part of the West Midlands Growth Company show that 2017 was a record year for Birmingham’s visitor economy. Visitor numbers increased by 2.7% to 41.8 million in 2017 (Jones, 2018).The Hilton Birmingham Metropole is a four-star hotel for a range of variety of business travellers or visitors all over the world, it is a very busy hotel which also has lots of benefits and has easy transport links to get to the airport and the city centre .Hilton Birmingham Metropole has 790 guests rooms and suites with 33 functions rooms that will be able to accommodate up to 2000 people and it is classed as the largest accommodation and convention centre outside of London( Trivago, 2022).  The hotel has other facilities like sauna, gym, which is called the LivingWell Heath Club. In addition, Hilton Metropole Birmingham accommodate millions of businesses and leisure’s tourist around the world, the hotel which is also a business hotel have many employees around the city. Being also part of a tourism industry, the hotel maintains cleanliness, serve food, help guests with different services and manage operations.
2. Hotel Demand
Hilton Birmingham Metropole depends on demand from tourists, visitors, and travellers all over the world. There is a variety of demographic visitors that stay at the hotel from being family, business’s people, also wedding venues, conferences, and tourists in general. Whether it is a business meeting, leisure routine, special events and spending quality time with family, Birmingham Metropole Hilton hotel offers a welcome stay to a different type of clients (Hilton, 2022). Despite COVID-19 which has impacted the hospitality industry all over the world, according to Riley (2021) the overall visit to Birmingham  has seen a drop due to the pandemic in 2019.  Travellers to Birmingham increased from  2.7% to 41.8 million in 2017. While Hilton Birmingham Metropole hotel position in the hospitality industry makes it the largest accommodation and convention centre outside of London and a dynamic hotel market in the UK with easy  access to public transportation , lots of services and amenities,  and close  to the Birmingham International airport which is very convenient and demanding for most travellers.
3. Occupancy and Room Rates 
According to Coyne (2015), Hilton Birmingham Metropole has been one of its successful years compared to the previous year, the hotel has had more than 10000 room bookings, the hotel has many visitors, due to attractions and events happening during the year of 2015, therefore has led to high demand for hotel rooms and it is between the highest hotel market in the UK.  During the previous years before Covid-19.  the occupancy rates have stayed the same and have been stable, but room rates have faced some impact in the past two years and have seen small declines due to COVID-19.
4. Hotel Development at the NEC
According to BBC news (2021),  plan has been set to build houses, school including hotels, cafes, and restaurants around the National Exhibition Centre (NEC), with the new plans, there is going to be more services and amnesties offered and potentially will create more than 3500 jobs. Over the past years, there has been an increase of new hotel development around the NEC.  For example, 25 million pounds project was approved to build a new hotel of at least 200 rooms, and this could be a good thing for the economy as it can boost the revenue due to the impact caused by the pandemic (Irwin, 2020). Carter (2021) stated that a multi-million-pound refurbishment has been done  to give  a new look to conference , three new bar/restaurant, bedrooms, and events facilities within the hotel, that will help increased revenue and profit of the hotel as previously the hotel only had one/bar restaurant, food served was quite limited. This will also meet the demand of guest expectation.
5. Hilton Birmingham Metropole Hotel Market
Birmingham Metropole Hilton hotel was recently bought from Henderson Park for the price of £500 million with the help of Aareal Bank. Despite being sold to Henderson Park; Hilton will still manage the hotel as agreed by the buyer. (Rosenthal, 2017).  Henderson Park is confident about the future and growth of the hotel, as it is class the global centre for business , local market, and tourism. The acquisition of the hotel will bring growth and with the renovation put on place , it will bring more costumers and travellers with the high demand .According to Jones (2017),  on the global basis wise, Hilton is in a better position within the hospitality industry and is growing quickly. Hilton in general as always had the highest global market share for rooms and internationally. Hilton hotels operations have always been in the USA but gradually has expanded internationally which in with 1% of market share for Europe  and different market share for other regions.
6. Issues affecting the Hilton Birmingham Metropole
According to a review on TripAdvisor (2022), the Hilton Birmingham Metropole is not suitable to cater families who are coming to spend an enjoyable time instead it was suggested by the  Guest Relations Manager that most of the time they do only cater for business corporate guests. Hilton Birmingham Metropole is faced with multiples issues that is preventing to meet their goals and target.  The  TripAdvisor (2022)  suggested that few reviews and understanding of the environment that are affecting the progress of the hotel, these are some of the issues that must be taken care of by the management:
· The air conditioning is malfunctioning in most rooms.
· Pay.
· Rude staff.
· Guest complaints.
· Human Resources.
· Poor treatment of employees.
· Guests have made complaint about the how awful was the food at the restaurant.
· The WIFI  is unreliable , poor restricted view of some of the rooms, lack of sleep for guests staying over.
· There is a poor communication and  costumer experience that is affecting ethical issues such as poor treatment of guests. 
To improve the situation, Hilton Birmingham Metropole has implemented strategy to change the way to operate their operations and have introduced   a refurbishment program to enhance its business( Parry,2021). With the new adjustments being put in place, the situation will start to get better regarding the financial year , the revenue, and the forecast of the company.  It suggested that  in this current century, Hilton Birmingham Metropole  is facing critical issues involving its operations regarding management, human resources and that will be explained with the help of SWOT analysis and PESTLE analysis . It is vital for Birmingham Metropole Hotel to use management tools to be able to understand what is going in the business so that it can achieve better revenue target and increase an excellent customer experience and shareholder value.
7. Analysis of issues affecting Hilton Birmingham Metropole 

The analysis is extremely important in any project therefore the focus will be within Hilton Metropole Birmingham and different tools will be used to verify the findings so that a good recommendation can be provided. It is very important for hotel owners such Hilton Birmingham Metropole to acquire an excellent quality customer service for the survival of the business. When it comes to Hilton Birmingham Metropole, it has failed to meet the needs of  his guests in relation to issues mentioned above. According to Morris (2017),   for a business to be successful and thrive, it is important to maintain an excellent customer service, unfortunately according to reviews and feedback from guests who have been staying at the hotel, Hilton Birmingham Metropole’s employee lack of experience and other issues has seen that there is a poor communication and customer service. According to Gov.uk (2021), COVID-19 has affected the hospitality industry badly, many employers have left due COVID-19, some fear of catching the infection, some employees were furlough (ONS, 2021),  some have left the UK  due to Brexit (Dempster and Zimmer, 2020) therefore  that has left the hotel struggling to get excellent workers. Hilton Birmingham Metropole is relying more on agency to fill gaps to be able to offer service to its operation. According to Lavoie ( 2017),   agency workers don’t know the brand of the company or standard of the company, skills, and other attributes, therefore there is a lack of skills, experience. The majority who are working for Hilton are not permanent staff and have lack of knowledge of the hospitality industry. Being a short-term employee  is difficult as there is also lack of training which makes it insufficient to do a better job (Silverstein, 2018).There is always room for improvement in every business, the management has the duty to review the staffing level to reduce shortage of staff and meet the demands of the business. according to Hilton news  (2021), globally Hilton has been recognised in the top 50 business organisation that have  large diversity of people working there, Hilton is the hotel that I there to promote, develop, train a diversity of workers, by being a united community, Hilton has always been proud about the workplace built between team members. It was also suggested that there is going to be an increase diversity of gender and ethnicity in leaderships roles.
To ensure that employees have the best quality service, there must be a leadership in place so that a better training should be provided to satisfy guests needs and expectations. A good leadership should be focusing on properly offering a good guidance to employees so that they will progress to a positive attitude towards working, also, offering good motivation and clear communication to complete daily tasks there it is important for a business to have a good leadership so that they can all work together for better results (Moo & Yazdanifard 2015).
Hilton Birmingham Metropole  should be focussing on hiring permanent employees rather than short term temporary employees because the more temporary employee the business has the poorer customer service  the business will have and it would lead to trained employees working long hours , high level of stress will incur, and it will not look good on the business. 
7.1 Ethical Issues
Some of the  ethical issues the report will discuss are :
· Human resources. 
Human resource is very important in a business as it does contribute to the productivity of the hotel, training development for employees, maintaining an excellent working culture environment. Birmingham Metropole Hilton hotel’s human resource department is made of few colleagues who deal with  all employees , therefore there is an issue on how to deal with several employees in the hotel. HR departments are responsible to oversee employee’s lifecycle by ensuring that every employee they hired comply with , job descriptions, policies, and procedures for the business of the company( Kapur, 2022). Human resources are very vital in the hotel industry as it demands hard, commitment of the employees so that the business will thrive ( Heathfield, 2020).
· Poor treatment of employees.
According to Indeed (2021), there is few workers left to manage the business, managers are left with a workload and working long hours and under pressure to keep the business going. Staff are overworking and underpaid , terrible management, , there is no care about the way staff are treated . No Support are given to staff, no appreciation for working  hard long hours, no overtime pays or bonuses. Employees do not get offered a fair workload despite the team being fully trained and capable of doing the jobs, therefore it has created conflicts between  workers , also, has reduced employee morale , commitment to the job and high employee turnover. 
· The air conditioning is malfunctioning in most rooms.
According to TripAdvisor reviews (2012), air conditioning at the Hilton hotel is very poor, one of the guests mentioned that the aircon was not working at all. With the covid-19 going on rooms should have air conditioning to stop spreading the pandemic within the hotel. One of the regulations set by the government, for hotels and restaurants is that a fresh air flow , good ventilation should be available in all rooms and outer space when people are presents (GovUk.com, 2021).
· Low pay.
Eversham (2013)  stated that most hotels and restaurants pay low salaries to employees, and it does reflect bad on a business. Back in 2008, UK hotel industry has recovered well from the recession ( UKEssays, 2018). This is recovery have all been down to all employees that have kept the hospitality industry opened. These employees have always worked hard to meet the need of the guests  whether they were working in any department within the hotel. During COVID-19, just before the lockdown, the same workers have made sacrifice and dedicated their work to keep the hotel going so that visitors could have an enjoyable stay but despite their hard effort, they are not always s rewarded and have a low pay salary ( Warhurst, Lloyd and Dutton, 2008).
· Rude staff, poor customer experience.
According to Yerima  (2017) there is several reasons why there is a poor customer experience and rude staff in the hospitality industry. For example, when staff are not properly trained, when employers do not train their staff well, there is always bad outcome. It is important to hire the correct staff for the job for the success of the business. Discipio (2017) stated that having frustrated employees in the business will lead to poor customer service because they can destroy the organisation. It is not professional to bring personal life problems into work, by doing so, staff will be aggressive, out of control and will not look good for the organisation (Huang,2008 ).
· Guest complaints.
Complaints are almost inevitable when it comes to hospitality, some people do have an excellent customer service , some other have a negative costumer experience and that causes guests complaint. According to Mealey (2019) the well -know phrase the customer is always right seems not really accurate some other times, most of the complaint is usually in restaurant due to long wait, cold food or food being awful or not receiving the service expected (Heung & Terry, 2003). 
· The WIFI  is unreliable , poor restricted view of some of the rooms, lack of sleep for guests staying over.
Most of hotel wi-fi are unreliable, there is congestion impact on most WIFI, and it is often not due to the speed limit  (Go connect team, 2020). most hotels have slow speed internet connection and do not the latest hardware specs technology installed in the property. According to Gizis (2017 ) expensive hotels uses the average minimum speed , the impact is that when everyone is trying to use the internet at the same time, it can sometimes cause connection to drop.    Tasmin (2019) stated that sometimes hotels experiences bad internet connectivity due to the location of the hotel and the type of the accommodation, if an accommodation is an old building , it could be that there is loft of dead spot therefore connection will be very unreliable. With the refurbishment still in place , it  would be an opportunity to plan for guess’s room views not to be restricted to meet the needs of guests.
· There is a poor communication and  costumer experience that is affecting ethical issues such as poor treatment of guests.
According to (Lamarco, 2019) a lack of communication in the workplace among work colleague  can lead errors, time wasted and delays. Usually,  hotel employees rely on their managers or supervisors to direct them on tasks and daily activities to do the job. Sometimes lack of communication could be due to language barrier (Arun, 2017), inactive listening, lack of transparency, lack of trust, inability to listen to other work colleague, culture difference and conflicts between workers. 

7.2 Visual inspection
It is important for Hilton Metropole Hotel and every other business that the management have a vision of every department, how it is supposed to be developed and how it is important that staff are communicating to create a better environment for the hotel. The manager should have a vision how every department is running to keep the brand image of the hotel attractive to guests so that operations within the hotel could be improved and get better results for the hotel. Supervisors should also have a clear vision of the department they are working so that a better result with be achieved by creating a common objective between employees and facilitate an excellent development.  Hilton Birmingham Metropole clear vision on how every department is running its operation will result in better consistency within workers and facilitate a better understanding about the development and reach excellent objectives and the vision is more welcoming, fill the earth with light and warmth within the hotel (Hilton Worldwide, 2015). In this current century, management is should prioritise every detail to the staff so that they will be aware of what target to achieve (Hilton, 2021).
8. Department of Hilton Birmingham Metropole
It is important for a hotel to have all distinguishable feature of a Full-service hotel, food and beverage department should have suitable food provision for guests and anyone visiting the premises (Djordjevic, Zecevic & Hristov, 2016).  Full-service hotels play a key role to service or offer provisions to weddings, on site restaurants, lounges, banquet facilities, meeting, events, and guests within the hotel. There are also different amenities such as valet parking, room service, spas, banquet rooms and concierge services that are included in the Full services, they do come with different prices costs, however it does help to meet the demand of the guests staying at the property. Hilton Birmingham Metropole hotel belong to a Full-service class and cater mostly for business travelers that usually happy to pay expensive rooms rate, group meetings or tourists also don’t mind paying for this type of services and people travelling for leisure likes the luxury the hotels offer.
 . 
8.1 Reception area and Concierge
The hotel reception is the key department, this is where all the inquiries are done via telephone or face to face, bookings are made, check in and out are done. The reception is situated opposite to the main hotel entrance. There is also lobby in the lounge area. The concierge desk is situated at the right of the reception desk before the right-hand pillar.
8.2 Housekeeping
The housekeeping manager should supervise the staff working to deliver an excellent service to meet the needs of guests. Every room has a standard technique how the room should be cleaned and well presented. There is also a shortage of staff working in the housekeeping department due to how COVID-19 has affected the hospitality and how Brexit has also affected all EU workers.
8.3 Kitchen
The kitchen only has shortage of staff, every kitchen should be well equipped and full of stock to ensure speedy work. Manager must ensure close monitoring to maximise profit and achieve target, and it should open until late hours as there is always a guest who could be ordering food or anything else.
8.4 Restaurant
The Boulevard Restaurant is located within the Hilton Birmingham Metropole which is a good place for guests to start the day with a good breakfast and to enjoy fine dining experience.  The restaurant is spacious, airy, and light with a variety of self-service international buffet style and healthy dishes. It comes to my attention that there only one bar used as a restaurant, it should be changed to a family restaurant as some families would want their children to eat there , and children are not allowed to spend time in a bar as they are under aged , they should also have a non-alcohol beverage for those who don’t drink alcohol.
8.5 Other Services
Newspapers can be order by contacting reception desk and will be delivered to the guest room. Wake up calls also can be ordered or set up calls can be done by using the facilities offered in the room by using a phone system provided by the hotel.
9. Competitors Analysis
Hilton Birmingham Metropole is a hotel business that offers accommodation and other services to guests, business people and tourists (Hilton, 2022). In addition, the hotel is located near to the airports where there is lots of activities and attractions that tourists like to enjoy. Regarding these factors, guests, visitors and business people find that they can fulfil their missions appropriately. There are lots of services offered that meets and expects the needs of guests and visitors.
Within the NEC and Birmingham airport, the target market for the competitors can be divided in three categories: visitors, guests, and business people. When it comes to the business people, this category of people usually goes for something that would be suitable for their business or activities for example business centre, conference rooms and other essentials where they can find necessity like equipment. 
For visitors, they are happy to enjoy a better comfort and satisfaction while staying at the hotel by making sure that the time they spent was valuable and have enjoyed services for example facility for families and other services like room service. 
Close competitors to Hilton Birmingham Metropole include hotels, clubs, and resorts within or near to the Birmingham airport. There are over 10 competitors including Novotel Birmingham Hotel, Ibis budget Birmingham International Airport, Hilton Garden Inn Birmingham Airport UK, Ibis Styles Birmingham NEC & Airport, Moxy Birmingham NEC, Tri-Star Hotel, Genting Hotel at Resorts World Birmingham, The Airport Lodge-Birmingham Airport & NEC, Arden Hotel and Leisure Club (Booking.com, 2021).
The three main close competitors which are Genting Hotel at Resorts World Birmingham, Tri-Star Hotel and Arden Hotel & Leisure Club compete for business people, guests and visitors. Comparably.com (2022) suggested that these close competitors are very good in ensuring that its convenient place due to location, time, quality, and digital technology services. Hilton Birmingham Metropole has an excellent location, good price and offer digitise technology compared to the close competitors but in this new century most of all hotels are become more digital. There will be future competitors according to York Aviation (2015) will include new hotels, attractions, and centres. Many attractions and events within the NEC always attract visitors, guests, and different category of people.
10. Swot Analysis
Swot Analysis is a strategic planning method for identifying strength, weaknesses, opportunities, and threats in an organisation to provide improvement (MindTools, 2021).

	Strengths

	Weaknesses


	· High Brand Recognition
· Opportunities to always upgrade and improve the business process with the use of new advance technology 
· Birmingham Metropole Hotel has around 790 rooms and more than 30 conferences to suit everyone needs
· Excellent reputation within the hospitality industry
· Good location
· Over 30 years of experience within the hospitality industry
· Nearby attractions and restaurants for visitors
· Good security



	· The market share is limited
· The rooms are cold
· COVID-19
· Operations affected due to law and government policies
· Brexit
· No restaurant facilities for families
· Extra charges for parking
· Rooms prices are expensive
· Shortage of staff


	Opportunities

	Threats 

	· Excellent use of technology and digitalisation
· The potential of emerging brand and markets



	· High competition
· Brand image of competitors
· Turnover
· Employee’s salary




Strength
Hilton Birmingham Metropole is a high brand recognition, the hotel benefit from the economy of the country, it has been in the hospitality industry for over a decade, it has created potential to growth as a business and having a high brand it is an excellent strength. It has a good location with potentiality to attract lots of visitors or tourists and nearby attractions. The hotel offers loyalty discounts to tis employees and guests and other services such easy and fast digital check in/out that make it easy and beneficial for guests. There is also a high level of service due to the use of digitalisation in their operations. 
Weakness
Hilton Birmingham Metropole is quite expensive hotel. Guests suggested that the air conditioner should be in a proper working condition as the price of rooms are too higher and guests would expect to stay in a room where all the amnesties are available on demand. The car parking facility offered by the hotel is not free, fees applied while parking there. There is only one restaurant/bar available in the hotel, kids under 18 are barred to sit there. These are the weaknesses that the hotel is facing and could have an impact on the business.
Opportunities
Hilton Birmingham Metropole has an excellent use of technology and digitalisation and the potential of emerging brand and markets. Therefore, it should expand the way they are using their technology to upgrade and improve their service to meets the needs of the guests.
Threats 
In the hospitality industry competition between hotels and brand has always been high therefore the growth of the business is becoming a challenge. There is always new business starting worldwide, especially in Birmingham, lots of new hotels have joined the hospitality industry therefore, and these new hotels are quite good offering quality services and often are a threat to other hospitality industry. Therefore, it is very important to know how to run a hotel to meet all the needs of guests. Due to low paid salary, most of employees always look for a better lifestyle, this presents a threat as employee with low pay tent do leave to find another employer who will give them a better pay condition.
11. Pestle Analysis
	Political Factors

	.Technology Factors


	Hilton hotel brand is one the most popular worldwide and most recognised global hotel chain. One of its hotels the Birmingham Metropole hotel is also well known in the country. The political  stability is very important factor because Birmingham Metropole needs to cope well for its operation to go smoothly. When the country is unstable , tourists or visitors will fear to travel to a particular country where it’s not safe and that will cause less room turnover, also affect the revenues of the hotel. Hilton hotels have hotels worldwide, Birmingham Metropole has been affected by the fact that recently due to Brexit (Wadhera,2021),  UK has left the European Union which has lower the number of people visiting , revenues have been reduced , operations and profitability have been affected. Also, recently due to COVID-19 (HSE.GOV.UK, 2022),  law and regulations have been set by the government has affected the hotel , also employees have been affected. Gradually with the lockdown coming to its end , Birmingham Metropole will soon pick up its revenues and growth.

	According to Schneider and Datta (2006), WNLA is a tool used in the hospitality industry that will enable easy internet access to both employees and guests and in  this current century, technology is paying an important role in the hospitality industry. There is lots of competition going on around the hospitality industry.  Every competition therefore Hilton Birmingham Metropole should  upgrade o the latest technology so that its operations can be  improved, so that guests are happy and satisfied.by enhancing to a new advanced technology, it will help with things like reducing labour costs  and I it will improve customer experience. Almost everything things like booking are now done online as well digital check in /out .


	Economic Factors

	Legal Factors

	It is very important for Birmingham Metropole hotel to check the situation of the economy condition of the UK. There are different economic factors that impact the hotel industry such as growth rate, interest rate, GDP inflation rate. Therefore, Birmingham Metropole hotel should target people who have high disposable income , more importantly it is important for the economy to be stable for the growth of the business. Interest and loan  rates have been reduced due to COVID-19 and this could be an opportunity for the hotel apply for a loan to renovate . therefore, the economic factor doesn’t not benefit to Birmingham Metropole has because of the pandemic , productivity has been quite slow so there are less visitors spending money on visiting hotels or attractions
	In each country, law and regulation does have an impact on every operation of the hotel. Every customer’s law, legal framework and employees’ law should adhere and follow all regulations set by the government. Political and legal factors are similar factors ; therefore, Birmingham Metropole hotel has the duty to check which law is operating in the UK because laws tend to change every time so it is important to do so in case of change Birmingham Metropole will make changes on what it is required by the law. Due to COVID-19, it is necessary to follow guidelines such as  social distance ,  sanitise the hotel to prevent the spread of the disease

	Social Factors

	Environmental Factors


	Birmingham Metropole hotel is well known   among different hotels in Birmingham . The hotel relies on various social factors such as culture, gender, ratio, population, demographics, consumers, therefore the way people spend money is changing. Visitors are willing to spend on things like hotels , activities, or others. It will be a good factor if people are increasing their spending as it will be good for the business. Since what happened with the COVID-19, people were afraid to go out and socialise in fear to catch the virus,  but slowly with the measures set by the government on how to keep and stay safe (CDC, 2022), people are more likely to go out  and that it is a good thing to improve hotel profitability. So, it means that Birmingham Metropole Hotel can’t not control what is happening in the social factors and hope that things will improve in the future.

	The environmental factor is very important in the hospitality industry as people are more caring about protecting the environment. In this current century,  guests tend to stay where there is a waste management and where there is something done to protect the environment(Salama & Abdelsalam, 2021). Each country has different environmental standards, and it is impacting profitability of the hotel.




12. Current trends
According to EHL Insights (2022), there are different currents trends in the hospitality industry. Nowadays people tend to book or stay in hotel where they can eat organic and healthy food. Technology is becoming also one of the main trends in this current century. With the new advanced technology and the use of artificial intelligence in hospitality industry (Hotelogix, 2022), most applications, booking, check in /out becoming very easy. Globalisation has made a huge impact in the hospitality industry in case hotel owners are considering operating their business around the world. Frink (2009) stated that globalisation is the way for businesses to conduct and expand their operations overseas.
13. Findings and results
Following the analysis , issues have been identified within to the hotel, guests have made complain about poor service customers, the reason why there is poor customers services is due to hiring agency employees who have lack of skills, poor costumer experience (Jeske,  Chimusoro, , Karodia, 2015), not motivated to do the job, they do not respect the brand Hilton and do not have the knowledge of the standard the hotel use. Therefore, the customer service can be improved by hiring enough permanent staff to cover shortage of staff and be fully trained to meet to demand of the guest. 
Poor treatment of employees, often when there is lack of staff shortage employees work long hours and do not get rewarded for their efforts (Sloan, 2012), employers should pay more bonus and compensate the employees for the long hours they are doing. To solve this problem, Birmingham Metropole Hilton should increase their training permanent staff and offer good package and bonus to their staff for the success of the business.  The WIFI is unreliable, poor restricted view of some of the rooms, lack of sleep for guests staying over.  With the new refurbishment of Birmingham Metropole Hilton hotel (Choice Locations, 2018), some parts of the hotel have been not closed and that has created guests to complain about the noises which for some business traveler’s they use the hotel as somewhere they can relax and reflect on their work. The new look of the hotel will bring a key selling point.
14. Action Plan 
	Number
	Problem
	Solution
	Desire Outcome
	Time Scale
	Completion Date
	Planned Budget

	1




2
3


4

5

6








7
	Poor treatment of employees

Low pay
Air conditioning malfunction
Rude staff
Guest complaint
Guests have made complaint about the how awful was the food at the restaurant
The WIFI  is unreliable , poor restricted view of some of the rooms, lack of sleep for guests staying over 
	Train employees
Reward employees with better pay, packages and bonuses
Hire qualified employees
Fix all air conditioning equipment
Install latest hardware for a better connection
	Progress and improve operations for better results and for the success of the hotel
	5 months
	22/07/2022
	£19,000



15. Recommendations
After analysing the current business situation at the Birmingham Metropole Hilton, the consulting team has come with some recommendations to improve a better workplace and environment for employees where there will be more motivated to do a better job.
· The first recommendation  in terms of family leisure family break would be to find alternative hotel where families would be able to enjoy their stay. The Marriott hotel forest of Arden which is a few miles away from the Hilton Birmingham Metropole offer a better package for family stay and it is enjoyable to bring family there.  It will be necessary to employ more permanent   employee  1and they all should to be fully  trained to deliver an excellent service, so that the workload is shared equally and fairly. An effective organisation should be implemented so that employees can accomplish a good structure for the operation to be a success (Hussain, 2021). Employees should focus on working together as a team especially in housekeeping  and F& B department. An effective professionalism  communication should also be maintained between employees to avoid misunderstanding, negative results, and conflicts. The analysis has suggested that the market is crowded because Hilton Birmingham Metropole Hotel has lots of competitors with more and better service to offer guests, therefore
·  the second recommendation would be that Hilton Birmingham Metropole hotel should adopt new strategies to  expand its service by opening a range of new restaurants within the hotel with facilities to cater for children and families. 
· The third recommendation will be to attract their guests and visitors by  implementing, adopting  the latest technology (Sirirak, Islam & Do Ba,  2011) and the use of artificial intelligence to enhance guest experience , as the hospitality industry is a very competitive industry, therefore owners or hoteliers must work hard to be able to maintain a stable business to increase revenue and efficiency, that can be done by find out what best technology that would be better for the hotel (Law, Leung and Buhalis, 2009). Regarding employees, from the analysis, the recommendation should be to increase bonus for their hard work at the hotel.
· The fourth recommendation should be to install the most updated hardware to have a reliable WIFI for all guests or visitors. 

16. Conclusion
To conclude, Hilton Birmingham Metropole has a strong brand name, a good service provided to its guests or visitors. Regarding the market share, the business isn’t doing very well due to its high price, the malfunction of air condition, shortage of staff, covid-19, Brexit, and lack of facilities to cater for children. Birmingham Metropole Hilton hotel is quite in a bad way due to several issues, but the most important thing is how all issues will be solved and what proposal investment to use for the future of the business so that the occupancy could be increased. The Pestle and Swot analysis has highlighted the various points on which Birmingham Metropole Hotel could be impacted, therefore it is a challenge especially in this current century with the pandemic, all operations have slowdown, revenue, and profit of the business has gone down , hopefully will pick up soon. The recommendations mentioned above can be used to help for any decision-making and improve the success of the hotel.
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