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[bookmark: _Toc165377734]Introduction and background
Human resource is one of the most vital departments of any company. According to the studies, it has been determined that a company’s performance highly depends on the efficiency of the employees associated with the company (Marchington and Wilkinson, 2016). This paper is focused on analysing the US-based hotel, Hilton Group to understand the current situation. Hilton is a USA-based hotel chain founded in the year 1919. Currently, more than 7530 hotels are presented under this hotel chain. More than 178,000 employees are working for the hotel. As of 2023, the hotel includes 7,530 with 1,182,937 rooms across 118 countries (Hilton, 2023). By looking into the hotel's financial aspect, it can be determined that the hotel has generated a total revenue of £10.2 billion and an operating income is £2.22 billion. The net income of the hotel is reported as £1.15 billion (Hilton, 2023).
In the following part, the hotel will be analysed through various aspects. Initially, an external environment analysis will be performed. In other words, PESTLE analysis will be initiated to understand the socio-economic factor of the country and how it is impacting the business of Hilton. Apart from the socio-economic aspect, PESTEL analysis will also help to determine how political, technological, legal, and environmental factors have an impact on the business of the hospitality sector and the business of Hilton Hotel itself. Further, an industry analysis will be performed specific to employee relations. Factors such as employee satisfaction rate, retention rate, and turnover rate of the industry will be evaluated. Whether employee satisfaction rate has a direct relation with the retention rate or not will be investigated. Furthermore, whether the retention rate in the hospitality sector is increasing or decreasing will also be determined. In the next segment, the emergence of different work models in the hospitality industry for the last five years will be assessed and how it has impacted the business of Hilton will also be presented. Studies have disclosed that due to the advancement of technologies, a lot of changes in the job profile have taken place in the hospitality sector (Johnston, Clark Shulver, 2012). More precisely, a lot of operations can be done over the internet due to the blessings from technology, further analysis will disclose how it really impacts the business of Hilton. Based on the findings, suggestions related to different work models that could be implemented into Hilton’s operation will be suggested.
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PESTLE Analysis
PESTLE is one of the most effective external environment analysis tools used in the recent times. This tool help to determine impact of six environmental factor on a business. 
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Figure 1: PESTLE
(Source: Gallagher, 2016)
Political: The political environment of the USA is quite stable, but the government is highly focused on improving the GDP contribution from the tourism sector. Eventually, businesses associated with the hospitality sector get a significant amount of advantage through the government. Restrictions in the hospitality business have been removed over time, hence, politics have a positive impact on the business of the hotel or hospitality sector. 
Economical: As per the economic condition of the USA, it can be determined that the country is quite stable in terms of its economic condition. In other words, the country has reported a GDP of £28.78 trillion with a global rank of “1” (International Monetary Fund, 2024). The country's GDP per capita is £85,370 which has secured a global rank of "7". While looking into the sectors associated with GDP contribution, it can be determined that the industry sector contributes 18.9% of the GDP while 80.2% of the total GDP is contributed by service sectors (International Monetary Fund, 2024). The remaining .9% contribution comes from the agricultural sector (International Monetary Fund, 2024). As GDP per capita is high, hence, purchasing power of customers is also high and they are more open to staying in luxury hotels such as Hilton. Hence, economic conditions have a positive impact on the business of the hospitality sector. 
Social: By looking into the literacy rate of the USA, it can be observed that the country has more than 99% literacy rate (Oh et al. 2021). Hence, people are quite concerned about staying in a good place and maintaining hygiene. As luxury hospitality sectors prioritize these hygiene factors, therefore, demand for these properties is quite high among people in the USA. Awareness among people towards staying in luxury property also increased. Hence, society has a positive impact on the business of the hospitality sector. 
Technology: The Government of the USA is highly focused towards approaching the hospitality sector to adopt advanced technologies. Over the period, a huge investment by the government towards adoption of AI, cloud computing, block chain and machine learning has been made (Sharma et al. 2021). Such an enabled technological environment positively impacts the hospitality sector.
Legal: The USA has a well-organised law and provisions towards practising business in the country which offers benefits to the companies. The hospitality sector also benefits due to business-friendly laws in the country.
Environmental: Despite the issue of climate change in the country the average temperature of the country is quite stable which attracts a lot of tourists. Eventually, the business of the hospitality sector improved due to the pleasant environment in the country. 
Industry trend
As per the reports from 2019, the USA had more than 16.78 million labour associated with the hospitality and leisure industry. Which has faced a massive drop in the year 2020 and reached 13.13 million (Statista, 2023). COVID-19 is the primary reason which affected the hospitality sector eventually, the drop in the workforce also took place. However, it also recovered to a certain extent and the total workforce reached 15.11 million in the year 2021. 
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Figure 2: Number of employees in the hospitality and leisure industry in the United States
(Source: Statista, 2023)
The reports have also suggested that the average annual turnover rate in the hospitality sector in the USA is 73.8%, more precisely, every month 6% of total staff from a hotel leaves. Over time, this turnover rate has increased which showcases the volatility of the industry. This figure signifies that the retention rate of the industry is quite poor. By looking into the further issues related to such a poor retention rate, it has been found that excessive work pressure is one of the major issues which affect the retention rate of the staff in the hospitality sector (Armstrong and Taylor, 2020). In addition to this, competitiveness in the hospitality sector has been increased. Due to the higher purchasing power of the customers, they do not bother about the price of the service but they need to have the best service from the hotel. Hence, the price of hotels is increasing which helps hotels to offer better remuneration to the employees. Eventually, employees leave the old company and start working for a new company, such an approach affects the employee retention rate in the industry to a great extent. 
Emergence of different work modes in the hospitality industry
Cross-training is one of the major working modes that is quite popular in the hospitality sector in recent times. More precisely, if a hotel is located in a specific country in which proper trainers for the staff are not available, then a trainer from the home country is sent to the host country to make sure all the staff get sufficient training. In addition to this remote working is also possible for some departments of the hospitality sector in recent times. As per the studies, it has been found that online is one of the most crucial mediums for booking-related activities in the hospitality sector (Torrington et al. 2020). Managing the bookings online, performing social media activities, and supporting guests over the call are some of the business activities which can be done remotely. A lot of hotels offer employees to do these tasks while being at home. Training through virtual reality is another major work mode adopted in the hospitality sector. The demand for staff in the sector is always quite high, at the same time, it is not possible for hotels to hire experienced employees all the time. Eventually, the management team of the hotels ended up hiring freshers. To ensure these freshers are able to deliver the best quality services, training through virtual reality (VR) is provided (Gallagher, 2016). These VR devices help the fresher to feel the actual situations that they might face while working in a hotel. Based on the situation, how they could improve their decision-making, communication, attitude, and body language are provided through training. 
Management of employee performance
Hilton has taken several initiatives to ensure better employee performance. As per the studies, it has been found that the hospitality sector will only be productive if employees are assigned certain targets (Friedman, 2012). A similar approach is also implemented by the management team of Hiton and they initiated a reward-based remuneration for the staff. In this approach, the employees need to meet certain targets on a regular basis. On meeting the regular target, each of the employees will be getting a certain amount of bonus with their remuneration. The goal-setting approach is also taken by Hilton. For each of the employees, a certain goal is assigned, by meeting such a goal employees will be receiving monetary or non-monetary rewards (Johnston, Clark Shulver, 2012). For example, if a staff is associated with room service, then satisfying the guest would be the goal for that staff. While the guest will be leaving the hotel a survey will be done on his/her overall satisfaction with the hotel. In that survey, the guest should mark himself/herself as satisfied in order to make sure the staff is able to achieve the assigned goal. If the guest marks himself/herself as not satisfied then the goal won't be achieved by the staff who is associated with the room service for that particular guest. Employee engagement initiatives are also taken by the management team of Hilton. Team building activities are performed within the hotel in order to make sure the diverse workplace of the hotel remains intact.
[bookmark: _Toc165377736]Conclusion
Through the above discussion, it can be determined that the hospitality industry is one of the most emerging sectors. The demand for employees is quite high due to the emergence of the sector. The external analysis of the PESTLE analysis has revealed that the socio-economic force of the USA always offers benefits to the hospitality sector. More precisely, as people have higher purchasing power, they always like to opt for having a good time at a luxury hotel. On the other hand, due to higher education rates among the people they are concerned about hygiene which can only be found in luxury hotels. The industry trend analysis has disclosed that the hospitality sector has been massively affected due to COVID-19 however, by 2023 the issue has been resolved. The trend analysis disclosed that high employee turnover and low employee retention a major issue in the hospitality sector. Further analysis disclosed that higher work pressure and competitive remuneration are two major reasons that employees frequently leave their existing workplace. Remote working and cross-training are the two most emerging work modes that have impacted the hospitality sector. Lastly, reward-based remuneration and goal-based compensation are some of the major initiatives taken by Hilton to make sure employees' productivity increases and the overall service quality increases.
Based on the findings, it is highly recommended to the management team of Hilton that they reduce the work pressure by reducing the shift time of full-time employees. Each full-time employee should not have a work time of more than six hours. As a hotel needs to be operated for 24 hours, therefore, there will be four employees for a job role in a day. This approach will reduce the work pressure significantly. In addition to this, the management team of Hilton must keep an eye on the industry remuneration standard in order to make sure all the existing staff get the remuneration which is being offered by the competitor hotels to their employees. Maintaining industry-standard remuneration will help Hilton to have a better employee retention rate. Employee satisfaction rate will also be improved which will have impact on the company’s turnover rate as well.
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