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Executive summary

In this report, the consulting firm Phoenix Consulting from London offers the client Hilton Hotel, London Tower Bridge its findings regarding the entire activity of the client seen through the lens of the client's level of adaptation to change in the continuous changes in the dynamic environment of the tourism industry.

The organizational structure is analyzed and the findings of the consultant are detailed in relation to the management of changes within the Hilton hotel, as well as the diagnosis and the solutions needed to be implemented.
Therefore, the consultant has the task of developing different ways of defining a problem and identifying alternative ways of solving it, from which the client will choose the solution he considers appropriate for his organization.

The basic function of the management of an organization or a process within an organization, leadership, organization and implementation, will justify the implementation of the systematic solutions discovered in the consulting process.
The main reason for the preparation of this report is the fact that the changing trends within the hospitality and tourism industry in Great Britain, as well as governmental policies, have brought important changes in the activity of operators in this industry and thus the need for specialized consultancy to identify problems and effective solutions to these problems.
Perhaps more than in other fields, in the hospitality industry, human capital, people in general, is of major importance in the entire activity, the entire organization depends on this capital, the workforce contributing to its success or decline.
So that, within this report, the diversity of the workforce at the Hilton Hotel is identified, the difficulties that have arisen both within the hotel and on the personal level of the employees due to language, cultural or behavioral barriers, especially now, in the times we live in, when change, as a concept, is part of everyone's life.

Therefore, the consulting company Phoenix offers its solutions and recommendations resulting from the analysis of the activity of the Hilton Tower Bridge hotel regarding the necessary actions to be implemented in the change management within the hotel and how they will support the hotel's activity in maintaining competitiveness and achieving the final goals.
Introduction

Time has already shown that it is not the smartest or the most financially powerful people who survive, but those who manage to manage change in the best way (Holbeche, 2015) and that is why change in people's lives and activities , of organizations, the business environment as well as on other levels, it is natural (Zehra, 2016).

The rational way of reacting and accepting changes can increase the level of competitiveness in business but also on other levels of everyday life, becoming an essential attribute for every player because there is a high probability that overnight new changes will appear in the political, social, commercial, humanitarian.

The appropriate, efficient and rational response to changes is the way to resist in the business environment by developing a great capacity for adaptability and realizing that change is essential.

So, generally speaking, Great Britain is facing success in the field of hospitality and tourism because through acceptance, efficiency and innovation it has adapted the response to the increasingly dynamic requirements of this economic sector (Economic Research Council, 2012).

The procedures, methods and approaches in the field of hospitality and tourism have an indefinite validity period, what worked last week or month may

be valid for tomorrow and this is due to the fact that change is the only constant element in this field (Mike, 2006).

The objective is the essential notion of any action or approach because by having an objective we can act coherently towards a well-determined final goal and we can make our mind become productive daily without leaving chaos in our lives.

Many of those who act daily under the motto, 'when you really want something, the whole universe conspires to fulfill this desire', and that's why a well-defined objective is the first step in making your wishes come true, and distributive attention, the power of understanding and observing connections and the necessary levers also contribute to this effort
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About the concept of consultancy  
The definition of the word "consultation" is given in linguistic dictionaries as a term that means to ask for advice, an opinion, to ask, to advise or to ask for the opinion of an authorized person.

The concept of consulting can have two approaches, one of them being the situation in which consulting is the process/method of providing concrete advice or help without responsibility on the part of the consultant regarding the execution of that activity or set of activities and therefore without involvement in the actions future of the beneficiary and without any responsibility regarding his actions.

 The second approach is the notion of consultancy offered to the beneficiary as a professional and specialized service in a certain field and which, by direct request and for a fee, studies, finds solutions and intervenes in the problems of an organization.

Therefore, due to the in-depth involvement of the consultant in the organization's problems, part of the responsibility for solving the problems for which the consultancy was requested belongs to him and only to the beneficiary, but everything must be clearly specified in the contract initially concluded between the two parties.
Management consultancy arose from the necessity and need for consultancy of organizations to be able to face changes of the order: technical, technological, legal, social or management, so in order to be able to obtain a consultant status, a lot of professionalism and thorough training is needed and practical experience but also vision and power of innovation.

The profession of consultant has common parts with the profession of doctor, because both must make a diagnosis, offer solutions and fix the patient, which in the consultant's case is the beneficiary's problem.

A consultant must possess the following characteristics:

· the consultant must be altruistic and share personal knowledge with the beneficiary

· the consultant must be able to collaborate with the client in the mission in which they are involved

· the consultant must convince the client through his solutions of the benefits brought by this experience in the learning process for improvement.
The actions of the consultant can be:

· Corrective actions where measures are applied to improve a situation,

· Informative actions, where the consultant only provides updated information for a field less familiar to the client

· Actions with a progressive character, where the consultant finds solutions to increase performance compared to the reference level communicated by the client, such as increasing the organization, turnover or diversifying the market.

· Actions with a creative character, where the consultant innovates a new solution regarding the client's problem, which may even mean the retechnology of an activity or the introduction of a new type of management.

Therefore, consulting activities have as main objectives:
· specialized assistance and the popularization of news in the field requested by the client

· achieving an optimal informational flow for the proper performance of the mission

· professionally carrying out the types of consulting actions listed above.

Also, the consultant has the task of clearly seeing where the change is necessary and by what methods this change can be achieved, so that during the time given to the consulting process, the client is the one responsible for his own activity, for accepting and implementing the solution found by the consultant but also the control of the effects produced by this solution.

Usually, the consultant fulfills his role being independent, without being organizationally subordinate to the scientist, so only a good understanding of the role held by the interested parties, consultant-client, contributes to the efficient fulfillment of the consulting mission.

Calling a consulting service can be done for several reasons such as:

· the need to obtain special knowledge or techniques (re-engineering, feasibility study)

· the need for an impartial opinion because the influence exerted by the 'personal' involvement of the managers in the activity can create problems in the way the activity is 'seen' and from here problems can arise regarding the feasibility, so a consultant can have an impartial, original point of view , which can represent an advantage for the customer

· justification of the actions or decisions taken by managers that have a major strategic and economic impact and where the need for a consultant's point of view, pro or con, due to the impartial character is absolutely necessary.

· the need to learn through consulting the optimal way to solve problems within an organization, regardless of the field of activity, through solutions and information provided by the consultant without being emotionally, sentimentally, politically, economically or otherwise involved.

As a result, consulting is, in its essence, primarily a recommendation and counseling activity, not having an imperative character due to the fact that the responsibility of a consultant consists in the quality of the advice and recommended solutions and not in assuming responsibility for hierarchical decisions regarding implementation.

One of the particularly important principles that must be respected in consulting activity is: Confidentiality. So, consultants, through their attitude and conduct, can convince clients to give them confidence regarding access to information within the organization, extremely necessary for success in their mission.

More than that, the consultant must be a promoter of the new, be aware of the latest scientific or practical news in the field in which he completed his training.

The science of management and the personalities who did studies and issued theories (Tayrol, Foyol, Gilbert, Grant, Emerson) contributed to the creation and development of the consulting activity, boosting research into the organization and realization of production and management processes on scientific criteria, promoting to thus spreading their discoveries.

Therefore, through the books written by these theoreticians, through the conferences presented to a large number of participants and even through the practical demonstrations of the theories, we can say that they can hold the status of real consultants.

The demographic, economic, scientific/technological expansion has determined the emergence of diversified consulting structures with the approach of methods and services of superior quality and efficiency to satisfy increasingly demanding customers due to changes.

Therefore, a consulting contract between client and consultant involves several stages:

· initiation of the process

· the diagnosis

· offering optimal solutions and planning subsequent actions

· implementation of solutions

· completion of the consulting process.

Right from the initiation of the consulting process, the client must receive the best recommendations for the problem he is facing as well as all the feasible options so that he can make the decision to implement the most optimal option for the problem he is facing.

Also, the consultant must be honest with the client, showing him the risks of the presented solution, not only the advantages, but also the material, financial, human or organizational necessary for the implementation of the proposed solution.

Here comes the need for an action plan from the consultant that will include:

· definition of responsibilities in carrying out the application stage

· establishing the rhythm and time margins for each phase

· the methods of carrying out the control

· establishing elements of flexibility in the event of unforeseen situations

· establishing the necessary procedures aimed at the success of the action

· the training of the personnel who carry out the implementation

· creating the conditions for applying the solution

During the consulting process, both the client and the beneficiary have the obligation to evaluate its development in terms of the pace of work and possible unforeseen obstacles and applying corrective measures where necessary.

But all this is related to human perception, to human behavior because we do not process the surrounding information in a robotic/technical way, we do not have video cameras instead of eyes, we do not have recording devices instead of ears, we do not have a control panel in place of the brain and thus some of the events or information around us are perceived differently depending on the ability to select and process them, of each individual.

The way of processing and memorizing some information is closely related to the performance level of each of us but also to functional factors such as:

· disposition

· the necessities

· the experience

· the value system

· the expectations

· conceptions

· social or cultural norms

In the lines above, I emphasized some aspects of human behavior because I believe that a good consultant must also have knowledge of human psychology to be able to understand the client's need for assistance in a certain problem that is not considered an obstacle by others people and to be able to meet the client with a solution suitable for his typology, as an individual.

The specialized literature (Kale, 2005) claims that adaptation to change, in particular, is the key to a successful management of an organization because the change itself implies the improvement of both individual and organizational performances and thus the results and subsequent expectations can be predicted.
Also, according to other specialist studies (Haque, 2015), leadership has an extremely large role in motivating the workers involved in organizations and the optimal management of change occurring in a certain sector. It is true - some of the studies have focused on the irreversible changes in the technical/technological domain in the more developed economies and there are still concrete evidences regarding tourism and hospitality.

Managers' decisions regarding changes or solutions offered by consultants to organizational managers and which involve change, must take into account the human side and the psychology of the individuals who are part of the organization in order for the execution of change plans to be successful (Kale, 2005). studies (2005) it was found that those who ignore this aspect in the development of the activity, do not have a good impact and a high success rate because the resistance to change of some individuals can have a high level and this fact is a good thing especially in the tourism industry where the workers have an operational and psychological connection with each other.

The fact that in the tourism and hospitality industry we work especially with people, with clients, and that most of the time, the notion of change or the implementation of change is not something palpable, tangible, it is very difficult to measure the human impact on new solutions implemented. The provision of services respecting the needs and fulfilling the wishes of the clients, characteristics specific to the hospitality field, has as a benchmark in measuring the changes made or necessary, only the quality and standard of these services (Howley, 2005). And thus, it can be stated that the successful implementation of changes in a hospitality unit depends on the performance of the employees who provide services and how the managers constantly motivate them (Haque, 2014).

As a result, consulting can also be given to a group, not just to a manager, and it is even indicated when there are long-term differences that have caused problems, but this fact requires a lot of work on the part of the consultant, but also preparation and planning on a longer duration. In this case, the consultations are a kind of moderators who can be successful in solving the problems of a group depending on its size, the degree of homogeneity, the period of time allocated to this endeavor and the way the tasks are set.

Another anti-crisis strategy in the hotel field focuses on hosting events. Many of these are intensively promoted, and hoteliers can benefit from the advertising campaign that always indicates the location. Plus the guests that such an event brings to the hotel. Partnerships with organizers of events, seminars, workshops, companies that can periodically bring guests to the hotel are also practiced. This approach is beneficial for identifying new market segments and, implicitly, better targeting. Hotels offer, for example, rates and special offers during important concerts in cities and have partnerships with companies for celebrations, sports championships, charity events or balls.

Hilton London Tower Bridge Hotel   
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Hilton Hotels brand is a multinational hotel and resort company founded by Conrad Hilton in 1919. Therefore, within the Hilton Worldwide company and all franchised hotels or not, the impact produced by Conrad Hilton's vision on how travel improves the world is still relevant and the guide according to which this organization operates and develops. So thanks to the legacy left by Conrad Hilton through his discoveries and vision, Hilton Hotels create value both in local communities and in terms of global economic issues.

Currently, more than 18 hotel brands operate under the Hilton brand: Motto Hilton, Conrad Hotels & Resorts, Tempo by Hilton, Canopy by Hilton, Tapestry Collection by Hilton, Curio, Tru by Hilton, Hilton Hotels & Resorts, Signia by Hilton, DoubleTree by Hilton, Waldorf Astoria Hotels & Resorts, Embassy Suites Hotel, LXR Hotel & Resort, Hilton Garden Inn, Hilton Grand Vacations, Hampton by Hilton, Home2 Suites by Hilton and Homewood Suites by Hilton.

Hilton's main competitors on the world tourist market are the following hotel chains: Marriott, Wyndham Worldwide Corporations, Accor SA, Movenpick Hotels & Resorts, Carlson Rezidor Group, Intercontinental Hotel Group, Hyatt Hotels Corporations and Hongkong and Shanghai Hotels.

One of the hotels operating under the Hilton brand is the one in London, UK, located a few minutes' walk from some of the most sought-after attractions: Tower Bridge, The Shard, Canary Wharf, O2 Arena and Westminster.

Hilton London Tower Bridge has 245 rooms, including 177 classic rooms, 54 executive rooms, 13 accessible rooms and 1 executive suite, as well as 10 conference rooms and an executive lounge. Inside the hotel there is the Larder restaurant and the Ruba bar.

The number of employees is around 200, this figure changing especially due to the pandemic period when the hotel could not operate at full capacity.

Both as managers and as employees we find here people of different nationalities and thus the languages ​​spoken have a wide variety: English, Greek, Bulgarian, French, German, Russian, Polish, Romanian, Portuguese or Spanish.

So that the interaction between people from different cultures can cause the success of an organization through novelty and new breath, but it can also create difficulties in the daily activity due to the different cultures from which those people come.

It cannot be easy for a manager of a different nationality than the nationality of the citizens of a hotel location, to manage the company, good functioning, to bring talents to the company and to motivate the employees for development and finally well-being for all those involved.

So all this, but especially the times we live in, impose the need for a consulting service, especially managerial consulting.

PESTEL and SWOT Analyses
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	PESTEL ANALYSIS – HILTON HOTEL

	Political 
	The Hilton hotel chain has an international reach and that is why it has to face all the political situations in the countries in which it operates in order to limit the political risks to which it can be exposed. Unstable politics, economic blockades and even trade wars between countries can create problems, both hotel activities and employees. Due to Brexit, Great Britain may record a decrease in the specialized labor force in the hotel field and even in visitors.

	Economic
	The economic status of the countries where Hilton operates can influence the hotel's income and due to the fact that Hilton is a luxury brand, addressing especially customers with high financial possibilities, it is almost impossible to operate in an underdeveloped country.

In the present case, the Hilton Tower Bridge hotel may be affected by the problems created by Brexit and the new economic regulations

	Social
	The impact of Covid on Hilton was quite high due to the social changes produced by the pandemic and thus the lifestyle of both consumers and employees underwent remarkable changes. People could no longer socialize, employees worked under stress, general incomes low and all these have a negative impact on profitability.

However, Hilton Hotel cannot have control over social factors, so it just has to be more attentive to the following changes.

	Tehnological
	The adoption of new technologies in the hotel field, where this has already been done, is of great importance in terms of reducing costs and increasing customer satisfaction.

So the Hilton Hotel must have a web page and programs for online reservations as well as all the payment methods possible at the moment

	Legal
	Hilton hotel must know both the laws of employees and customers, but also all the laws according to which it carries out its tourism activity. Always be aware of the changes in the laws that can affect the activity or that should be implemented in the activity.

To find solutions that do not significantly affect the profitability of the hotel, as was the case with the measures adopted during the pandemic that raised operating costs

	Enviromental
	Caring for the environment is already of cross-border interest, so at the Hilton Hotel the correct management of waste, reducing consumption and reducing the negative impact on the environment has become a priority.

The climate changes that affect the entire globe can also affect the operation of the Hilton hotel, and therefore measures must be found and implemented that can have a positive impact.


	HILTON HOTEL – SWOT ANALYSIS
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	STRENGTHS


	Global multinational brand 

Loyal database of customers

Brand image and employee benefits

	WEAKNESSES


	Data breaches

The lack of trust of the interested parties in the operation of the hotel

Negative reviews about the cost and the offer

	OPPORTUNITIES


	Simpler and more convenient for attracting new customers

Using all online platforms for marketing

Long-term partnerships with suppliers

	THREATS


	Fierce competition with other brands, especially due to the location

Reduced chances of attracting talent due to Brexit


For the analysis of the situation and the provision of managerial consultancy, conventional methods were used; the managers and part of the employees were interviewed, face to face, through open questions regarding the process of continuous change and the obstacles they face in the development the activity.

The findings after the interview were that the Hilton Hotel has adapted to some extent to the changes, but there is still room for more improvements.

One of the obstacles is the very diverse environment of the workforce, from multicultural environments, with communication barriers and cultural rituals that cause problems in the process of change in daily activity. And more than that, coaching, research in the field are at odds high and hotel management is primarily based on the selection and initial training of staff.

The progress of the tourism industry, maintaining the current level of performance and achieving a similar growth rate in the future, will be increasingly difficult to achieve.

Travel with purpose is the Hilton Worldwide program launched in 2011 regarding the global commitment of corporate responsibility which aims to create shared value in a coherent and flexible framework to guide the entire activity in all regions, brands or hotel properties.

This program was also launched due to the social, economic and sustainability issues facing humanity and tries to find the right approach to the issues that can have a direct impact on the activity but also on those of international interest.

The hospitality industry is faced with the decrease of qualified labor force in the field and that is why Hilton strives to attract and keep talents, motivate and accept human diversity in order to avoid critical situations within the organization.
Problems and solutions  [image: image11.jpg]Problem

Solution




[image: image12.jpg]ANALYSIS

IDEAS

SOLUTIONS




For this, the consultancy offered by specialized firms in attracting new talents to the organization but also in new methods of motivating existing employees is welcome.

As consultants regarding the adaptation to management change in Hilton Hotels, we will apply the TALC Tourism Area Life Cycle model, proposed by Butler (1980) which involves six stages of tourism, exploration, development involvement, consolidation, stagnation and post stagnation, in order to analyze the type of management and to find the weak points and solutions for them, but also to measure the effectiveness of the change.
There is still no conclusive evidence regarding the positive or negative aspect produced by the change within the Hilton hotels, so before concluding on this aspect, I will explain how the change affects the organization at the moment.

Competitiveness is the watchword in the hospitality industry and changes help each individual to become more competitive.

The changes cause the Hilton organization to develop strategic plans for the future.

And all the changes oblige Hilton to constantly evaluate and monitor the performance of employees as well as all operations. (Muller, 1970)
For the discussions and interviews with employees and managers, the IBTEE model was used to measure and improve the effectiveness of the change at the Hilton Hotel.
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As part of the change process, Hilton organizes meetings to communicate the reasons for the change, but the participants are confused about the collective and individual benefits and how to adapt to the implementation of the change process.

Therefore, Hilton must first properly motivate the employees and ensure thorough training for those involved in the change process.

Communicating the reasons for introducing the change should be done without having a negative impact on the employees' mood and a meeting should be organized where they can freely express their attitude, communicate their own ideas and ask questions about things they don't understand or worry them.

There is a need for clear and concise answers to the questions about the reason for the change, the change process and the way of implementation, the role of those involved in the change process, but also adequate answers regarding the execution and completion of the change process.
Considering that for this meeting, the Hilton hotel cannot be interrupted so that all employees can participate, sessions will be organized, in shifts, in which all departments will participate and later each will be informed about the resulting conclusions and the role held.

The constructive way of responding to the change can increase the confidence of the employees and also due to the change the opportunity for individual growth appears (Anderson, 2012) and thus in the present case, the Hilton Hotel can have a competitive advantage due to the increase in the productivity of the employees.
It is not desirable for uncertainty to demotivate employees because sudden changes can annoy, create tension, and thus the importance of the way in which communication regarding a change is made is of particular importance.

In order to avoid resistance to change or demotivation, communication and training have a primary role for the success of the change process (Zehra, 2016) and also communication is the key that can bring changes and that can modify employees' perceptions.

That's why for any change process within the Hilton Hotel, a decisive factor is the individual learning capacity of the employees, so solutions appropriate to the performance level of the employees must be adopted (Bell, 2006).

Technological progress has had a major impact in all fields, but it also has a negative impact on the development of individual capacities through our dependence on technology (Mike, 2006).

Change management requires full support from employees for the change to be effective and therefore all employees should offer their availability in the change process (Kelchner, 2011). There is also a negative aspect that can affect the company, in the case of Hilton Hotel, namely the possible increase in expenses as a result of the change because the change involves staff training sessions, additional hours that must be paid and materials needed for such a session.

So Hilton Hotel must emphasize the proper training of employees regarding the changes because if they understand or acquire the training, the expenses at the company level can increase even more. Regardless of what change we are talking about, new technology, new products, rules legal (for example the rules during the pandemic), the training of the employed personnel must be done without putting pressure and without creating stressful situations because it is not desirable that the productivity of the employees decreases. The low morale of the employees decreases the productivity and the level of involvement in the tasks and so the company's profit suffers.
The executive director of the Hilton Hotel together with the managers from all departments must work together and coordinate the actions and activities to implement the change by communicating directly with the participants by sharing the experiences and expertise from the past changes and the ways in which they are helpful in the new situation (Prosci, 2013). But all this must be done taking into account the diverse cultural environment from which the Hilton Hotel employees come, as well as the personality and knowledge-storing power of each of them.

Therefore, after studying the general situation within the London Hilton Tower Bridge Hotel, the following can be stated:

· the positive image of the Hilton brand brought a competitive advantage on the tourist market

· incomes are high thanks to internal but especially external customers, loyal to the brand

· the changes due to the Covid pandemic were managed effectively

The results of studying the personnel files showed that 81% of the employees come from multicultural backgrounds and only 6% are Londoners. According to the staff evaluations, they are capable and carry out their duties regardless of which department they work in.

The problem created by this situation where the vast majority of employees come from other cultural backgrounds is given by the language barrier and the learning ability which differs a lot precisely because of the differences between people of different nationalities.
Therefore, due to the cultural, ritual and communication barriers of the employees, the level of anxiety can increase and even if Hilton hotels work on the aspects related to the psychology of the employees regarding the changes, the adequate adaptation to the change is difficult to achieve.

This is also due to the fact that the strong hierarchy within the Hilton brand, where there is only order from top to bottom, does not allow employees to have more opinions, but only to follow the orders that come through the hierarchy. So Hilton employees have a rather low motivation to learn and develop skills because they consider the hierarchy to be a problem, in the way of personal growth and development.
Even if workplace stress management programs have been implemented in every Hilton hotel, the effectiveness of these programs is still low, but even so, the Hilton brand holds the title of the best workplace for employees in the hotel industry.
Within the Hilton Worldwide program, the online training of employees is done, however, according to the study done during the consulting process, it was observed that there are no qualified coaches or expert mentors who can communicate and clearly explain the change process and thus help people to adapt to it.

Throughout the change process, the coach and/or mentor should be present to help people successfully implement the entire process, finding ways to work on the psyche of the employees to motivate them towards the final goal (Adomako, 2012).
Therefore, we come to the conclusion that in the end, putting into practice the theoretical notions regardless of their nature or form, inherent in the change process, can successfully lead to the final goal due to the execution of tasks at a high level by all employees.

At the moment when each employee can carry out tasks properly, the need for evaluation from the hierarchical bosses also arises, because everyone wants to be better and the evaluation of the performance of each of the employees can bring them different benefits.

Evaluating performance in a critical manner helps the Hilton brand in maintaining its competitive advantage and devising new strategies for the changes that always occur in the extremely dynamic environment of the hospitality industry.
Conclusions  and recommendations
The general findings thus confirm that the IBTEE model is effective in the efficient adaptation to change within Hilton hotels and thus consulting, research and training are the three roles of the change agent.

Also, the results showed that training is the most effective agent in implementing the change process and consulting and research are not at a high level.

So the Hilton hotel implemented changes for the change process, but only for a relatively short term, focusing especially on online training and leaving the coaching and research activity in the background.

The continuous evaluation of the employees' performances is valued by them and the organization can draw conclusions regarding the personal wishes of the employees, which is otherwise vital in supporting the change process and the management of this process.
The current study also showed that the employees of the Hilton hotel show reluctance in the process of changes, mainly due to the diversity of the environment they come from and the communication barriers, therefore, being extremely important in the management of the change, the awareness of the employees regarding its necessity.

A first recommendation from the consulting position is that at the Hilton hotel structured procedures should be applied in change management and the strategy of these procedures should be formulated clearly and concisely showing how important the change will be and how it will influence the employed staff.

That is why at the Hilton hotel, the team that deals with the implementation of the actions in the change process, must work in close connection, coordination and be present in the entire change management process, and the planning of the entire process becomes everyone's guide.

Also, providing feedback from the trainers to the employees and all the support offered to the employees will lead to the improvement of their capacities and abilities.
Therefore, it is necessary to establish a committee for leading the change where both the top management and departmental managers can be involved because most of the time the middle manager plays a vital role in the entire activity.

Cooperation and consultation with employees regarding the problems they face at work or on a personal level, but also finding appropriate solutions to solve these problems helps the entire change management process because it reduces the resistance of employees to changes that generate stress and thus a confident employee becomes a real help to the organization in achieving its goals.

The Hilton Hotel should also take into account the psychological and human approach to change because the inclusion of this aspect in change management will bring better results due to the fact that each employee understands his role in the change process.
All Hilton Hotel employees, from the top to the bottom, are subject to management performance because their salaries and their entire future may depend on this and that is why they must participate in formulating agreements, measuring and reviewing performance.

Moreover, the fundamental purpose of performance management is to align individual and organizational objectives because all the people's activity at the workplace favors the achievement of organizational goals.

So at the Hilton Hotel, the employees' personal goals must be clearly aligned with the hotel's goals in order to keep productivity at the highest possible level.

A final recommendation for the Hilton hotel would be that the job descriptions in each department should be reanalyzed and the employees distributed to these positions according to the skills and abilities they have, and that the managers be properly motivated to be able to fulfill their role successfully that is, that of making others act in such a way as to achieve the organization's objectives.
References
Adams, W. M. (2006) The future of sustainability: re-thinking environment and development in the twenty-first century, Report of the IUCN , www.iucn.org . 

Adomako,  S.  (2012)Motivating  Employees  during  organisational  change,  available  at: 

http://blog.firstcapitalplus.net/motivating-employees-during-organizational-change/ ,

accessed on November 12,2022

 AGCAS editors (2022) Management consultant, available  at: https://www.prospects.ac.uk/job-profiles/management-consultant , accessed on November 29,2022

 Anderson,  A.  (2015)Positive  effects  of  change  in  a  company,  available  at: 

http://www.ehow.com/info_8196569_positive-effects-change-company.html , accessed on November 12,2022

Archer, B., Cooper, C., Ruhanen, L. (2005) The positive and negative impacts of tourism”, London,Global Tourism ,Elsevier publication
Armstrong, M., (2009) A handbook of personnel management practice, London: Kogan-Business book 
Blake, R. and Mouton, J.,(1964)The managerial grid: The key to leadership excellence, Houston: Gulf Publishing
Bridges, W., (2000) The character of organization: using personality type in organization development, Boston: Davies-Black publishing
Baggio, R. (2008) Symptoms of Complexity in a Tourism System, London,Tourism Analysis 

By,  R.  T.  (2005).  Organisational  change  management:  A  critical  review.  Journal  of  Change Management, 
Butler, R. W.  (2004). The  tourism area lifecycle  in the twenty  first century

Brazdauskas, M., Gaigalaite, L. (2015) Sustainable hotels as learning organizations: Innovative approaches towards employee training”, Journal of Creativity and Business Innovation, Vol. 1, pag. 99 – 106

Barton, L. (2008) Crisis leadership now: a real wolrd guide to preparing for threats, disaster, sabotage, and scandal, , New York ,McGraw-Hill 

Cabrini, L., (2015) Travel Forever - The Role of the Global Sustainable Tourism Council, GSTC
Carnall, C. (2008). Managing change in organizations. Upper Saddle River, NJ: Prentice Hall.  

Carter, N. (2007) The politics of the environment. Ideas, activism, policy, Cambridge University Press, second edition

Cilliers, P. (1998) Complexity and Postmo - Complexity and Postmodernism: Understanding Complex Systems, London, Routledge,

CFI Team(2022) Management consulting, available  at: https://corporatefinanceinstitute.com/resources/career/management-consultant-job-description/  , accessed on November 12,2022
Cohen, E., Ghiselli, R., Schwartz, Z. (2006) The effect of loss leader pricing on restaurant menu’s product portfolio analysis, Journal of Foodservice Business Research, vol. 9

Coles, T., (2006) Tourism and post-disciplinary enquiry, Current Issues in Tourism 9(4 – 5), pag. 293 – 319

Cooper, C. (2012) Essentials of tourism, Oxford Brooks University, Pearson Education Limited, 

Consultingfact (2022) How To Start A Consulting Business, available  at: https://www.consultingfact.com/blog/category/management-consulting-industry/
 , accessed on November 12, 2022
Consultancy.uk(2022) Consulting industry, available  at: https://www.consultancy.uk/consulting-industry , accessed on November 12, 2022
Career, V.,(2020) How to improve your management skills, available at: https://www.youtube.com/watch?v=f4CF-qBDu5o&ab_channel=CareerVidz, accessed on November 12, 2022
Chapman, A., (2022) Action –Centred Leadership, available at: https://www.businessballs.com/leadership-models/action-centred-leadership-john-adair/
, November 12, 2022
Fairfield-Sonn, J., (2001) Corporate culture and the quality organization, Westport: Quorum books
Dawson,  P. M.  B. (2010) Managing  change, creativity,  and  innovation,  London: Sage
Dodds, R., Butler, R. (2010) Barriers to implementating of sustainable tourism policy in mass tourism destinations, Tourismos: An International Multidisciplinary Journal of Tourism, Volume 5

ERSC  (2012)UK  Hotel  Industry  Alive  with  Innovations,  [-Economic  and  Social  Research Council], available  at: http://www.esrc.ac.uk/news-and-events/press-releases/22337/uk-hotel-industry-alive-with-innovation.aspx , accessed on November 12,2022

Farrell, B. H., & Twining-Ward, L. (2004) Reconceptualizing Tourism, Annals of Tourism Research, 31(2), 274-295

Goeldner, C. R., Brent Ritchie, J. R. (2009) Tourism: Principles, Practices, Philosophies, New Jersey ,John Wiley & Sons,  

Hardin, G. (1968) The tragedy of the commons, Science, New Series, Vol. 162, pag. 1243 – 1248

Holbeche,  L.  (2015) The  Agile  Organization:  How  to  Build  an  innovative,  sustainable,  and resilient business. New york,Kogan Page Limited, 

Hall, C. M. (2008). Tourism Planning, 2nd ed. Harlow: Pearson Education
Johnston, R., Clark, G. (2001) Service Operation Management, London, Prentice Hall

Kelchner,  L.  (2011)Negative  effects  of  change  Management,  available  at: 

http://www.ehow.com/info_8533922_negative-effects-change-management.html,
accessed on November 28,2022

Kotler,(1992)Future Marketers Will Focus on Customer Data Base to Commplete Globally, Marketing News

Lashley, C. (2016) Business ethics and sustainability,  Research in Hospitality Management, 6(1), pag. 1 – 7, Stenden University
Lashley, C.,(2016)Business ethics and sustainability, available at: https://www.researchgate.net/publication/313657255_Business_ethics_and_sustainability , accessed November 12,2022
Levitt, T. (1965)Exploit the product life cycle. Harvard Business Review, 43, 81–94
Lélé, S. M. (1991) Sustainable development: a critical review, World Development, vol. 19, no. 6, pag. 607 – 621, Pergamon Press

Maines, D. R. (1987)The significance of temporality for the development of sociological theory, Sociological Quarterly, 28(3), 303-311. 

Martin, B. S., & Uysal, M. (1990). An examination of the relationship between carrying capacity and  the  tourism  lifecycle:  Management  and  policy  implications.  Journal  of  Environmental Management, 31,  327–333.  

Mike,  M.  R.  (2006).  "Leading  change  in  dynamic  hospitality  Industry",  available  at: http://www.4hoteliers.com/features/article/1159 , accessed on November 28,2022

Manente, M. (2008) Destination management and economic background: defining and monitoring local tourist destinations, Malaga conference - Knowledge value advantage tourist destination

Mitleton-Kelly, E. (2003) Complex systems and evolutionary perspectives on organisations, The application of complexity theory to organisations, Pergamon Press

Otteribacher,  M.,  &  Howley,  M.  (2005) Impact  of  employee  management  on  hospitality innovation success. FIU Hospitality Review, 23(1), 83-93

Prosci,  (2012)The  role  of  Change  management",  available  at:  http://www.change-

management.com/tutorial-job-roles-mod2.html ,  accessed on November 13,2022

 Reeds,  C.  (2009)How  to  make  process  change  smoother  -  5  simple  communication  tips, available at: http://www.theprocessninja.com/process/2009/03/how-to-make-process-change-smoother-5-simple-communication-tips.html , accessed on November 13,2022
Ribarić, R. (2010)Implementation of new risk management opportunities in crisis management, Tourism and Hospitality Management 2010, Conference proceedings, pp. 570-576

Robinson, J., (2004) Squaring the circle? Some thoughts on the idea of sustainable development”, Ecological Economics 48 , pag. 369-384

Roosler,  S.  (2007)All  things  workplace,  available  at: 

http://www.allthingsworkplace.com/2007/05/ , accessed on November 13,2022

Saraniemi, S., Kylänen, M.  (2011)  Problematizing the concept of tourism destination: an analysis of different theoretical approaches, Journal of Travel Research 50(2), pag. 133 – 143

Sheman,F.,(2020) Duties & Responsibilities of a Consulting Firm, available  at: https://work.chron.com/duties-responsibilities-consulting-firm-22942.html , accessed on November 29,2022

Stacey, R. D. (1995) The science of complexity: an alternative perspective for strategic change processes, Strategic management Journal, vol. 16, no. 6, pag. 477 – 495

Stephen,  T. (2010)Successfully managing  change  in organizations, New  York,   Industrial Press

Sullivan, O. (2004)Changing Gender Relations, Changing Families: Tracing the Pace of Change. New York: Rowman and Littlefield
Stevenson, N. (2012) Using Complexity theory to develop understanding of Tourism and the Environment, A Handbook of Tourism and the Environment”, London, Routledge

Tosey, P. (2002) Teaching on the Edge of Chaos: Complexity Theory, Learning Systems and Enhancement”, Educational Studies, Surrey University

Zeithaml, V., Bitner, M. (2000)Services marketing. Integrating customer focus across the firm, Boston , McGraw Hill 

[image: image16.png]



PAGE  
23

